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1 General
Population of 43.3 million
Size: 2,250km (North-South)
Multi-cultural (11 languages)
Development: Mixed 1st & 3@ world
25 largest economy
High income inequality Ty

Industries: Mining, Tourism, Bissau Guinea
Agriculture

Sports: Soccer, Rugby, Cricket, Golf
i Telecommunication

GSM started 1994

3 ‘Major’ Mobile Operators

Matured Market: >100% penetration

MNP: 2006

Customer Registration: 2009

2 1800-Countries. corn




1 Vodacom Group
Total communications provider in Africa
65% owned by Vodafone
Customers: 41.6 million ( 16.5%)

GSM: 5 countries (SA, Tanzania, Dem
Rep of Congo, Lesotho & Mozambique)

Gateway Communications: 40 countries

8 Vodacom South Africa (2009/09)
— 55% Market Share ( 2%)

— 28.2 Million Customers ( 11.7%)
1 85% prepaid
1 Broadband Customers 964k ( 53%)
1 Nearly 5m Mobile Internet users

Blended Annual Churn 34.9% ( 7.4%)
Sales Distribution / Channels (17,000)
2"d most popular brand (after Coca-Cola)
Technology Leader / Always 15t...

According to Interim Statements 2009/09

US$1=ZAR 7.5




Established Centre of Excellence in 2007
Central Custodian: Strategy, Policy, Controls & Execution

Obijectives: Customer Lifecycle, Revenue, Retention, Acquisition

Campaian Portfolio (recent month

Campaign Type

# of Campaigns

# of Customers
Campaigned

Product Cross / Up-sell

27

5904 220

Product Promotions

3

10413 772

Contract:
- Acquisition
- Retention

1
173

7 905
126 883

Prepaid-to-Contract Conversions

1

15 034

Prepaid Churn Prevention - Lifetime Extension

6

2 308 739

Recharge Incentive:
- Prepaid
-Top Up

15
4

3342 520
273 922

Customer Lifecycle Management

29

3620 110

Loyalty / Rewards

8

3198 241

267

29 211 346

1 Campaign team : 5 Marketing Specialist & 3 Technical Support

vodacom




1 Use Emagine Campaign Management System
Implemented in 9 weeks!! )
Return on Investment < 12 months

Integration to various system (Data warehouse, Customer Care Systems,
IN-platforms, Billing Systems, etc)

Near real-time IN integration (15 min)
Current Channels
1 SMS (6m per day)
1 MMS (2m per day)
1 Direct Mail
Email
IVR
In / Outbound call
Print & Electronic Bill
Web Portal

— 267 concurrent campaigns per month




MMS / MMS Cards Campaign _www.mmscards.mobi
— Educations on ‘What is MMS’ S 4 -'

Bust the myths!! O oot
1 Can | MMS (Handset & Provisioning)? oy e e
1 Expensive?
1 Complicated?
1 I'm not

Click Here

Spot the calendar opportunities E—
Give them content FOR FREE! E ) el il

Click Here

www.mmscards.mobi
RESULTS for Christmas 2009

1 Never / Low users: 24.4% success

1 Targeted 222,368
— 128,298 cards requested
— 534,360 cards sent to B-parties
— 472,478 cards sent to C-parties
— 899,754 cards sent to D-parties

1 1.9m MMS sent in 2-days




1 VVodafone live!l Content
Content needs to be exclusive (EA: Need4Speed SHIFT)
Incentive: Win a real ‘NFS BMW 1-series’, 25x Xbox consoles, etc

Combination of MMS creative, Historic content purchases,
Segmentation, Triggers / events, & execution timing

RESULTS: Downloads Per Day

1 Up to 8% success rate

1 Recover cost of incentives in 1 month
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1 Prepaid Starterpack Churn / Lifetime Campaign
Low barrier to entry for prepaid customers (R 0.49!!)
“Too’ High acquisition costs / connection incentives
Large % of NEW prepaid customers went inactive in last 2 months
What do we track? INACTIVITY or CHURN
What % of new customers still have activity after 1/2/3/6 months?
How do we CHANGE behaviour?
‘Personalised tenure rewards’ Prepaid Activity
Education on Loyalty programm

RESULTS:
1 Activity after 1, 2, 3, 6 months
up by 30-50%

Percentage of Subscribers

Month2 Month3 Monthd Month5 Month® Month7 Month8

=t Target Dec 2008 =—#=TargetJan 2009 Target Feb 2009
TargetMar 2009 TargetApr2009 = &= Control Dec 2008

— &= Control Jan 2009 Control Feb 2009 ControlMar 2009
Control Apr 2009




Campaign Success Stories of 2009/10

E Prepgaid SIM Swaps Carnpealgr)

— Uncderstand custormer penzviour
Why do you keep buying a new starter pack???
D) ey ey s
B ridc}bgrb‘ Prepaid SIM Swaps
B “Veep loosing my SIM card.,..”
B “Phorne lost/ stolen...
B “Dating...”
E “SIM sweaps too expensive [ difficult!”
— Malke Prepaid SIM Swaps E
B Use Starter pacrs
B “Do you want to Activate / SIM swap? \\m NI SO O \\,{b (\.\"bo,{b Q‘,{b Q,\‘b SIS
— What's ir it for re? TEF FFE IS TS TS
B eep your airtirme, oundles, Talking Points, AND YOUR FRIENDS! \
~ RESULTS
E SV Swaps increased oy 500%
B Annualised Prepaid Churn down frorm 48.1% to 39.4% 7
I————
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Promotion Success Stories of 2009/10
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— Network cayg rl_cuy: S1oleg sp]ke due (0 oﬁ~pea}<
— RESULTS:

Nezrly 50% of custorners benefited!

No reduction in ARPU

Irnpact on Network capacity \
Change pehaviour

B Nignt snift —the Product —

— Supscription service: K7 per weel or 230 per morin
— Introduce ‘auto-recurring’ optior

E———
— Blggest Pr
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Promotion Success Stories of 2009/10

r‘rlr' | 1 f) r e (& r\'lr' r T ~ ) el (&
B Mystery Flour (3-rmornins... eA[chded (0 H-r10orins) {
— Purpose: Value Perception, Education, Duzal SV
— Yepodless tarlff concept
E Location-based discounting (utilise spare capacity)
E Between 5% to 99% rljsgoum
B Cell proadcast OF US
E Quick respornise / 'ume—'to—market

— Promotion concept
B Guaranieed 100% discount for 80rnins (on-net calls) over weekend (during day-

tirnel)
B “Yeep your phone or: Checko when your Mystery Hour?” S —
70,000,000
— SMS campalyn to Yepodless custormers i
50,000,000
— Create ‘cormnmunity nype’ 30/000,000
— RESULTS: s

0
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Migrations to Yebodless
Irnproverment in ARPU

B

B

E |ncreased awareness of location-nased disc
B

Jan-20

Feb-20
Mar-20
Jun-20

Jul-20

Oct-20
Nov-20
Dec-20

Q
-
-
=
n

No negative irmnmpact on Network —




Promotion Success Stories of 2009/10

B Summer Promotion: 2009 {
— Purpose: Brand, Reward for Loyalty, Revenue, Acquisition

— Concept / Marketing Messages

Every call [ message [ surf / content — get you entries to wirl!
Use your phone every day to wirl
SIS could malke you a millionaire!
Jom \/odacom — and get bonus entries!
More than 100,000 winners shearing rmore then 2270 in 10 weeks!

— Prizes (for 10 weeks)
B R100 airtime every minute (1L.00,800 winners) Anyoocly with activity on grevious day
B 100,000 cash every day (70 winrers) Drawy based on usage of previous da
B RAom every weelk (7 winners) Frorm 7 daily winners
B Garne show to win gotential R1billlon!!! (Carncelled )
— Corc *fo”rlfegﬁl responsiole —and NO premium-rated SIS (like *1L00 Cearsin 100
Days” prormo) \




Promotion Success Stories of 2009/10
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® Sumnmer Promotion: 2009 {
ATL carnpealigr)
Lncn MIMS to wriole pase
lly SMS to whole pase (Dased per segrment) — 4.5 per day

— Sparn? Opi-out of 1.2 vs 790101 0pi-ins OV g mmmiiaeast—

rlow rnuch sleep does a giraffe need? Google it on www.google.co.za | Remernoer, the
more U use your phnone the better your cnarices to share in R27mill

Weinna rknow wno Bafana Bafane will play in 20107 Visit www.hormeground.co.za
tonignt to find out rnore! Tne rmore U surf the Net the better your chances to win 2Ll
a weerd Witn RLmil U and & your friends could go to all the Bafana Bafana garnes!

A
[ne Cricket Tests start soon! Follow scores on line or corne up with good excuses to
watch it at norme! The more U use your phone the petier your chiances to win 'til 20Dec!
Win Rl & U never nave to go back to worg!

Jonn Sritn s Vodacorn's 8th rnillionaire! U could be No 91 Call friends, call enernies,
just CALL to enter our weekly dravw for RLmil "til 20Dec! Just tnink: RLril will turr)
enernies into friends in a flasn!

t's noliday! Going to the coast or partying at norme? An exira 2100,000 could corne in
narcly, runr’/ rorno erJrIJ romorrovvl So chat while U shop, SMS while U eat, Stk Ue\
Net on the go. U never know your luck!

Out 3hooo]ng for gifis? Jm:u]mg It U nacl an exira 2100,000 to Jpemrll Promo ends

tormmorrow! So cnat whnile U snop, SMS wrile U eat, surf tne Net on the go - you never
Know your luck!

S

A



Promotion Success Stories of 2009/10

E Sumrmer Prormotlor: 2009 {
— Snow REAL people winning! ‘
B \Winner annouricernents via SMS, Racdlo, Print, etc

E \Vinner endorserment TVC




Promotion Success Stories of 2009/10

B Surmrner Prormotorn: 2009
RESULTS:
B o negative PR (whilst competitor ren SMS-pased prormol)
B Positive prand [ loyalty indicators

B Increased acquisition
E |rmoproved ‘active’ custormers

B Posiilve revernue...




Future Plans

Wizt will naippen in 2010/117
— More *BIG' grormuotions
B Testing / pilot with direct carnpaigns

E 2010 event’ in Soutn Africa
— Fine-tuning current direct carmpzaligns
B Micro targeting

E Vore real-time
— SUBSTANTIAL Revenue Targets!il]
B vearl 100 (base)
E (ear? 167
E /ears 2758
E (ear4d 547
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