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Fiji Islands

> |t is a tropical paradise made of approximately
330 tiny islands of which around 100 are
inhibited
> Located in the heart of Pacific Ocean
> Total land area is 18,333 km?
> The capital is Suva
> Population ~ 850K;
— 54% Fijian
— 38% Indo-Fijians
— 8% Others
> Travellers’ paradise

> 3 Mobile operators (Vodafone, INKK Mobile,
DigiCell), 1 Fixed line operator (TFL)
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Vodafone Fiji

> Fiji's 15t mobile telecom operator, started in 1996

> Only 3G operator

> Having more than 600K active customer base — 96% Prepay, 4% Postpay
> 80% market share

> One of the most valued brands in Fiji

> One of the most preferred employers in Fiji
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Objectives

> Ring fence the customers — reduce churn

> Increase ARPU

> Move away from traditional point based schemes and reward customers
iInstantly with more valuable benefits



What is (VodaSTAR) ?

> Fiji’'s 1st mobile telecommunication loyalty reward scheme

> A program designed to reward Vodafone Prepay customers for loyalty while
ring fencing

> The reward is in the form of Free Money
> Value of reward depends on CLV — two variables used:

> Tenure

> Average monthly recharge over 3 months period (minimum FJ$ 5)



How does (VodaSTAR] work ?

Customers Evaluated Customers Rewarded Monthly
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How do we evaluate customers?

How to
get your
STARS $5-$15  $16-$30  $31-$45  $46-$65  above $66

What is your average total monthly recharge ($)?
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> Evaluate customers every 3 months and will be notified eligible customers via SMS

> Consider customer’s average monthly recharge over last 3 months period and that
should be at least $5 or more

> Customer has to be with Vodafone minimum of 3 months at the time of evaluation

> Customer can check the STAR rating by, TXTing to short code and web
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How do we reward customers?

Your

menty AARRK GETS $30
R AR GETS $20 wRAKX GETS $15

wx At cers $12 *nk cers $10
*htrgers $7 *% cers $5
w17 GETS $3 W GETS $1

5 *All rewards are aiven in FREE Money

> Customer get rewarded monthly for 3 months, until the next evaluation and notified via SMS
> Customer should be active to receive the reward for that particular month
> Customer should be registered
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Commercials

Fiji’'s #1 Mobile Network

Introduces Vodas‘l'l-‘\ﬂ

A Loyalty Program to reward you for
being with us.

More STARS = More Rewards!

Stars are awarded based on your recharge and how long you've been with us._

Make the most of now

Your

month AR ARE gets $30
*dckddr gets $20  wwkk gets $15
k&1 gets $1 p *R W gets $1 0
w1 gets §7 #* gets $5
#izgets §3 * gets§1

What is your average monthly recharge ($)?

STARS $5-615  $16-430  §31-845  $46-865 SoGandabove

Souos |k kk dok kkk Ak
St | al Ak kAR AR wReR
2

ne ltenure)?

-4 Years. ke dhd A dokdd dekiek

Vodsor

4-6Years dirts ol okt ik dokeininly

How long have youbeenwith

sboveftesrs | drdeik dokoink drdokk deokoinly dobedenke

i rcifedrrbiy s US|

riutochance ondiors s deion.
st of maco e iy st barianre

Check ourwebsie for more detsls wwnwvodsfone.comfj




Implementation

Enterprise Data Warehouse Loyalty Management System
Customer Registration
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Challenges

> Customer education

> Registered customer details — Garbage in > Garbage out
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Results after 1 year...

Churn Rate

3.00% -

2.50%

200% Less than 1%
VodaSTAR churn

1.50%

> Managed to register 85% of Prepay customers within 3 months
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Way forward >>

> Value addition to VodaSTAR customers

> Priority for VodaSTAR customers
> VR
> Other customer touch points

> Network; Call set-up, QoS



Behind the scene

Data Warehouse, Bl, Loyalty, Churn & Retention as “ONE
team” — preferably in frontline



Discussion?

Tharinda Premasiri
E-mail: tharinda.premasiri@vodafone.com

tharinda.premasiri@gmail.com

Mobile: +679 9998791
Linkedin:  www.linkedin.com/in/tharinda

Skype: tharinda.premasiri
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Thank you
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