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Targeting Acquisition Usage Loyalty Retention
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Retention & Loyalty

Products and Services Acquisition Strategies Usage Programs Programs

‘  Credit& D ‘ " I" ) ‘  Customer ) ‘ i | | ”I ID ‘  NPISvc D
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Estimated potential revenue loss of Estimated potential revenue loss of
USD 34.43 Mil. due to excess churn USD 5.30 Mil. due to excess churn
Postpaid USD 9.86 Mil. Postpaid Churn Rate < Benchmark
Prepaid USD 24.57 Mil. Prepaid USD 5.30 Mil.
Total USD 34.43 Mil. Total USD 5.30 Mil.

Annualized Churn Rate

Postpaid: 29% (Operator) / 24% (Target: Industry Benchmark)
Prepaid: 48% (Operator) / 42% (Target: Industry Benchmark)

Annualized Churn Rate

Postpaid: 16% (Operator) / 24% (Target: Industry Benchmark)
Prepaid: 43% (Operator) / 36% (Target: Industry Benchmark)
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*The churn rates are effectively lower if the MNP-related customer churn can be discounted post
December 2008, a month after MNP was fully effected.
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Express Yourself

¥ cingular
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verizon

Channel

Automatic Top up
Options for Prepaid

Dealer Rationalization &
Value oriented Incentives

Incentive Clawbacks &
Advance Rentals

Usage & Loyalty
Usage Inactivity Tracking

Co-Branded Loyalty
Rewards

Network Performance

Network Promise
Campaign

Products & Services

All You Can Eat (AYCE)
Offerings

Innovative Lifestyle
Services

Triple-Play Services
Bundling

Analytics

Segment-Oriented
Customer Service

Data Warehouse and
Data Analytics

Segmentation by Value &
Churn Propensity

Billing & Credit Mgt

Proactive Bill
Statement Data

Welcome Call to
Counter 1st Bill Shock

Customer Service

Pro-Active C& C
Engagement

Acquisition

Sim Switching
Campaigns

SIM Serial Tracking
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Response modaling summary

ﬁ IMu:-deIing Surmmary Report ;Ii’ I

2R

Response modeling summary

Fodeling 5urmmary Beport i i’ I * Ii’

Responze Rate: 10000 of 19387 [50.03%]
Fezponze Yariable: "GRA_CHURM"
#t Independent [Input] % ariables: 49

Current Statuz: Completed
# Modelz Generated: 73

Rezponze Rate: 10000 of 19987 [50.03%)
Rezponze Yariable: "GRA_CHLURM"
# Independent [Input] % anables: 43

Current Statuz: Completed
# Modelz Generated: 73

Summary Lift Chart

100
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% Tatal Responses
40
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|
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|
u} 20 40 =18 0
File Depth (%)

100

Fank | Mame | F'erfnrmanu:el Type

1 HeuralMetd 71.09% Backpropagation Meural Metworl,
2 MeuralMeth 70.88%  Backpropagation Meural Metwark,
3 MHeuralMet5 70.84%  Backpropagation Meural Metwark.
4 HeuralMets 70.78% Backpropagation Meural Metwarl,
5 HeuralMetd 70.78%  Backpropagation Meural Metworl,
B LinRegz2 70.32%  Linear Regrezzion

7 CARTYO To21% CART

a Logit33 53.95% Logistic Regression

=] CHaIDES B23.95%  CHAID

10 E avesz3 BE.27% PBayes

o

Data Mining tool

Wizards to import, model & score
Automatically selects model inputs
Extensive reports to analyze results
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Incidence of Barred Calls

{5 2 F0 38 1 PR 1 % of Credit Call Barring to Barred Calls
% of Credit Call Barring to Involuntary Churn

\ 4

% of Plan Issues to Disconnection Reasons

\ 4

Rate of Internal Migration

\ 4

7 i

\ 4

Degree of Usage to Plan Fit

% of Dealers Issues to Disconnection Reason
ﬁfﬁiéﬁ—%ﬁ & %@ Number of Rotational Churners
Churn vs Activations by Dealer

% of Network Issues to Subscriber Base
Py 2% % Network Complainants to Subscriber Base
Block/Dropped Call by Critical Areas

\ 4

Top Services Complained
% of Service Issues to Disconnection Reasons

\ 4

= RS

% Service Complainants to Subscribers Base

\ 4
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Y=o+ (Byxxg) + (B x ) (Bix xi) + Ay

Identify Top 125 problems based on frequency
of Complaints & Churn Reasons

°

op 20 subset variables are selected based on
correlation to voluntary churn

W v

Estimate the coefficient of each variable ()
accounting for the random effecis of each state

!
eMap each variable (X ;) to their respective
divisions

v
eComputed the percentage contribution of each
division to churn

Generalized Linear Modeling
algorithm was used with advanced
variable selection methods LASSO

and LAR to select the best
predictors of the lot

Mixed Modeling uses the method of
restricted maximum likelihood
algorithm to account for random-
effects parameters, which are

assumed to impact the variability of
the data.
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Churn Rate for Feb 09

Humber of KPIs being Monitored 19
10
Within SatisTactory levels. 3
H

Prepaid Chum Rate  Total Chur Rate  Postiaid Churm Rate

Churn Overview

Please select preferred view

(select ane) 2009 Chum
Performance

Region VDI 687.39K Chumn  {b Prel 14liths.

Fosl fllne
All Regions [ oo | Totl Churn

Churn Focus Areas
Pre| 6257787795 236K
Feb 03] 350.848K Churn 4} Post| 61612465 088K ¥

Prepaid Churn Indicators

2009 Churn
Performance
VIDI 625 778K Chum 4 YTD] taMonths. Feb 03] 100K
Prepaid
n:
Number Portability
In| 3071 K
Feb 09| 320 704K Churn 4 Q108] 625.778783. 236K Out [ 18.989 K

Performance
YID|s1812KChum 4} YTDI feMonths Feb 091 77/23%

ﬁ - ﬁ i TR

in| 2.
Out1 6253 K

Feb 09] 20.145K Chum  »

4

4

4
’
y

@-opener

Copyright @ 2007 RedPill Solutions. All Rights Reserved. Last updated on Feb 09
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Prepaid Churn Rate  Total Churn Rate Pus‘ipald Churn Rste KP I

Churn Focus Areas Churn Overview

iiiskaite - - -

¥TD| 719K Churn Pre| 15Mths.

- - s NVNE TV INTE TR
_ - - NGRS

o Pre| 50/50% Pre| 702/833K
Jun 07| 240K Churn Post| 50/50% Post| 17/34K i

Prepaid Churn KPls

¥TO| 702K Churn YTO| 15Months Jul 07] 100K

'Call Barred Account:
— - e
A ctivation s — RV P ]
Jun 07] 237K Chun 0D azo7|ozie3zk b ){:%‘7"—\‘% HU H‘J% Eﬂ‘;&ﬁ

ﬂ u *f('z: Iﬁ‘l ﬂ'l_j, ]X Postpaid Churn KPls
Gemem)

| Please select preferred view
¥TO| 17K Churn ¥TD| 22Months Jun 07| 95/5% -~

DLFT Sk Fabn A b B
FH EE 1) A8 44 35

Rotational Churmn

)l)l)

4 et

Voluntary f
Involuntary

:Regicm

All Regions l"*; m

Churn Vs
Jun 07] 3K Churn W% v O/ DO k] S2OT[ A7 O ia %;& TE E %ﬁ E/‘J E :/H‘:H

Copyright & 2007 RedPill Solutions. All Rights Reserved. Last updated on Dec 2007
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e Retention Management Dashboard LSS

O Home ;| @ Print: @@ saveas XLS | [{) Save as PDF

Churn KPI Overview 2 Churn Performance » Postpaid

Postpaid Churn Performance _ Comparison
By Channel | By Plan Type | Top Contributors to Churn| . By Regions | Qro HTD YTD
Postpaid Churn Performance
104 - 100 Time Period

a0

Press cirl to select
50 multiple time periods

70
- G0

Postpaid Churn Rate Prepaid Churn Rate

Threshald

Region

Churn rate %

7z, E‘E S i
Eﬂﬂ?ﬁ{j‘ %\%D Jun 07 May 07 Apr 07
E’fﬁ‘%ﬁﬁ)ﬂ | — Churn Rate (%) B Churn (k)

# of churners (K)
o o) L] o + o o -~ 1] w

P =S Y SE R
Go Jun07 | May07 | Apro7 Total | I‘EEJ {E Hﬁ@—ﬁ

Churn (K) 27 5.09 271 16.5
Churn Rate (%) 8.02 23.6 83.74 a
Churn Threshold (K) B.D;' 6.0 6.0 18.0 6.0
Churn Rate Threshold (%) 3.0 3.0 3.0 = 3.0
Churn Variance (K) -3.3 4)._91. 211 | 1.5 -0.5
Churn Variance (%) 5.02 20.6 80.74 2 35.45
Copyright & 2007 RedPill Solutions. All Rights Reserved. Last updated on Jun 07
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Weicome Admin to Retention Management Dashboard

O Home ! Qprinté @ save as XLs ! @) save as PDF @Hep | €3 Logout

Churn Focus Areas ¥ Dealer Dissatisfaction

Dealer Dissatisfaction

e [ R AER TR
ELREE L

CIARD Yo ACIVERN | | piili s | | Ml M \zg time to chum

Churn Vs. Activation (Key Dealers) Proportion of Dealer Issue as Disconnection reason ﬁ’& T gF ﬁy&
270000 4

2600004

2500004

REF/IHHEMBER

2 240000

KR P Bt

2300004

Churn § Activatio

2200004

210000 T T T
Jun 07 May 07 Apr 07 Jun 07 May 07 Apr 07

B Activation (k) B Churn (K)

Dealer complaints as a % of active subscriber base Dealer Issue complaints’ lag time to churn
10000 r 7000

3000 T““*.

o R RS RE R
- ; ¥ R 2 AR R

2000+

25000

Xt 5RERE RKE S 8B

Incidence of Churners
# of complisnts

HATIBER

T T ™ o- " T T T T T —- 0
07 May. 02 aor 07 Actvation (K Mo My M My M. Mg Mg

Month of Churn

Copyright & 2007 RedPill Solutions. All Rights Reserved. Last updated on Jun 07
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Data Extraction

Data Transformation / Staging

Dashboard Data Mart

‘ﬂ Extract Data from Sources ]

Y

\/ Transfer to Data Repository \ —

AT LS 3O 7 2GS
I3 ALNEE PN

Nray

IL

Manual Cleansing

X 4

Data with noise |

~~  Cleanse Data

<
<=

Y

Cleaned Data

Q

~ Load to Data Mart :%

Data Staging -

Y

Data Staging

Byt

Day 1 —-> RUD data mart design and process flow
Celoon Data Mart Architesture

Celcon’s Datanart constructed by the following sets
1 .Various Systems

2 Dunp

3 Transformed Lookup (Desired Format)
4 Consolidated

CELCOM DATAMART

Errar
e e s f s

DUMP

TRANSFORMED LOOKUP
(Desired Format)

CONSOLIDATED

Source Systens

The data for dashboard is coming from various systems
which contribute customer based in nass consuner

The data comes from : EIP, CIDH, Network Quality,
SARA, SPSS
Dunp

Data from various systems are sstracted and kept in
table fornat under ra_staging schema

The tables naned with TDMP as the prefix
TDMP_ACTIVATION POST_YY¥YMK
TDME_ACTIVATION PRE_TTY¥MM
TDMP_ACTIVE_NE_PRE_TYTYM
TDMETBTS_YTYTTHR
TDMP_COMPLAINTS_ALL_YYY¥MM
TDMP_FIRST_RECHARGE_PRE_YYYYHN

TDUP USAGE PRE_TYyTI

Lookup (Desired Fornat
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Knowledge Session #1

Churn Management Framework

1. Churn Management Process

2. Formulating Churn Hypothesis

3. Data Gathering

4. Churn Analysis

5. Developing Churn Initiatives

6. Churn Tracking

7. Application to Celcom Retention Management
Project

8. Exercise for the Next KT Session

Knowledge Session #2

Analysis and KPI Development and
How to Use Churn Dashboard

Churn, I a consequence of a customer's overall

-

Retention Management KPIs have been identified
using the 3-steps of Churn Management

1. Formulate 2. Gather Data
femanie ) gy - (Lo
Ufe cycie
Acquisition Churn o e Gater data B and
o s ==
o E b= E—
i ey
omstanderd data and
by L
e,

Knowledge Session #3

y, Knowledge Session #4

Understanding Mobile Number Portability

...to promote healthy
competition

|

/@x

...to improve customer
satisfaction in the
mobile market

...to enhance customer
choice

Rising Implementation

1997 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

Understanding & Managing Prepaid Churn Drivers

L

Subscribers can choose to make their prepaid buying
decisions every time they run out of minutes

‘ Customers can change operators by simply switching
i out the SIM on their mobile phone

=R
ol

| 100% voluntary churn - if a subscriber wants to access
! more than 1 carrier, there is no barrier to prevent
| him / her from doing so at will.

! : v ;,j;}','s',.;",',;‘;ia ) Itis easier to attract customers in Prepaid compared
singapore | B Msnf’t‘;:r-land | Tawan £ (planmed) C:b—) (‘:7 to postpaid, much like a retail FMCG
Y Y. ¥
- Hozg;:(;’):s;ll‘.’l;(s, i ?:;::Z’Li::,ig i usa, Finland 1 Pakistan i Churnrates in prepaid are higher and more volatile

|_than postpaid / pay-as-you-go services
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