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The Business Challenges

Digital Transformation

* Personalized engagement
e Support omnichannel
customer

Mitigating Current Threats

* Sales agents are not
effective enough

* Online conversion rates
are low

tmforum

Meeting Business Goals

Prevent churn

Increase Sales with less staff
Improve online conversion rate
Comply with “client shops
omnichannel”

Addressing Future Needs

* Manage the customer’s anxiety

cross the channels

* Marketing and sales cost need to

be optimized

* Digital Ecosystem Sales
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Business case from Orange tmforum

Maximizing Engagements with Predictive
Customer Journeys
narrows the conversion gap

- CSP JOpportunityis&
8%

Conversion Max. conversion
online in retail
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Goal tmforum

e Assuring an omnichannel
customer sales journey and
customer experience by
empowering the customer in
their buying choices to make with
predictive engagements:

— ldentify customer & permissions
— Multi Channel

— AI/ML for Next Best Engine & CEI”)
— Creative marketing engagements

*) CEl = customer experience index © 2018 TM Forum | 6
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Catalyst goals to support Orange’s business case

s i,

24-

. -¥ 4

facebook Messenger

24*7 watch customers when they shows up online
at Orange or partner web sites
Orange identify their permissions and intents
to reach out to Client

tmforum

Digital engagement
method

===

_
One Customer One Journe)LII|IIIIIIII|III
: —Q

\ 4

Be-aware of an intent, develop to a need with client
segmentation and user generated recommendation.

] = R

Maximizing Engagements with Predictive
Customer Journeys
narrows the conversion gap

CSP|Opportunit:

4

orange’

igni Start journe: Complete Complete
Significance of the 85% J Y 15%. P 69 O/ Pl

online joumney online Jjourney in store

Retail Channel

Well informed customer along the omnichannel buying
journey is more likely to close sale in (e)shop

With Al/ML & NBE proactive creative marketing
and ML accurate prediction along the buying journey
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Enhanced customer experience in the Orange buying journey:

Digital Customer Identification

UMID via own

_ . opporwebsie

UNKNOWN USER ~ ANONYMOUS IDENTIFIED VERIFIED

CUSTOMER ~"vdoneti
EXPECTATION

TEAVARO

TRULY CONNECT

Shopping practice is evolved to 24 hrs omnichannel with
different interactions. Sales practice evolve to support during
the customer buying journey; Micro segmentation need
automation of the creative engagement with minimal human

intervention — Think Predictive & NBE!

tmforum

A new way to measure experience

TRULY CONNECT

Omnichannel buying journey will require a platform that can
support consistent engagement across channels
Also need an intelligent platform that combine customer

journey, network experience, segmentation and user generated
content data to predict and support during the journey phase

oL ¥ 4

facebook Messenger

ZTEsoft

Zero touch engagement workflow enable micro audience
segmentation by converting structured customer journey
phase data into actionable information for NBE

TEAVARO

TRULY CONNECT

[ I- or problem guess, customer learnings, time(CJPi)}, SMMi-
1[CJPi-1(+/-})], CJPj {machine learned engagement proposal }
orange”

== COMARCH V

Accurate prediction help faster develop customer intent in wider
interest and qualification of final conversion offer with

advanced prediction capabilities
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Concept —components deliver an end to end solution

. . . Identification &
Co M A R C H 1, ) Enterprise Intelligence: permission processes
- CIS™//AI: micro Audience Segment/ML >

L
;--= ‘ 24 % Business Rules for NBE
[ 3@@@ %,
G i Support buying Orange
(g: £ : Engagement Processes

Optimize business process

Network Insights

= (with.Customer ExperienceIndex)
k facebook Messenger ﬁ >~ f}/

24*7 omnichannel subscribers identification

flexible business offer

*) CJS = customer journey status segmentation) © 2018 TM Forum | 10
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Demonstrated Use Case

Communication Service Provider

Use Case Domain Developed by
Customer personation Identification & LEVETL)
detection permission
Customer Journey Data CX&IT Teavaro
Integration
Customer segmentation Marketing Orange — Ncell
and user experience Comarch
recommendation
Automation of the Al & ML Nokia
prediction & rule setting
Creative Engagement Advertising ZTESoft

Value
mindset

Low Digital

(micro)
Segmentation

w

Offer cross
channels



Use case: customer journey from be-aware, building the story... trforum

Imf catalysl 2018 nbe
oogle

v Q
L . .
Prospect Ste P 1,...,3 Shop the latest deals with Orange mobile

Al Mews  Images  Viécos  Shopping More sefings  Tools Ta rgeting See what Orange mobile has to offer

Abuul 23,900 resulls (.25 seconds) via GOOgIe orange"‘
TMF Catalyst Mobile 2018 | 6GB Data for the Price of 3GB Search

(E fo.eshop-demo biz! * Orange would ke youe persssion

Juin lhe besl nelwork in Nice, France. (AdWO rds) : o Compare phones

Current Catalysts - TM Forurmn Ca m pa Ign =

hittps:/fwwvi. tmicrum.crgicallaboration/catalyst-program/curent-catalysts/

Th talyst feams will be taking conter at Dgital T jorid 2018, Thoy w

E & 8 wide range of innovative and thought create saro-louch
aperations, u tificial mtelligence, and sxplone anags internat of
things Ty are

About Catalysts - TM Forum

Targeting on Orange Shop Product
Comparison Page

hitps:/iwww.imfcrum.crg/collaboration/catalyst-programicatalyst-program-oenefits! =

. - Permission targeting on
ralanges damoriraing how s car e aceved Ivaraging ey T Forum bt Step 0 Orange Shop Landing

standands

Untargeted

Targeted

Login to your account Orange Flexible Tariffs

Why not upgrade today and get the
latest Nokia 8 for free?

Logiin to your account

..... +148.99¢ e cont
Say hello to data you can A

cantrol up and down. With

flexible taritfs, on all Pay

Monthly devices.

DISCOVER NOW

orange

Shop the latest deals with Orange mobile
See what Orange mobile has to offer

Join the new generation of Nokia
with the Nokia 8 and upgrade now.

Customer Targeting via My Orange Login Page (before login) Customer Targeting via My Orange (After Login) Page

Step 5, ...

Step 4,...
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building the story, retargeting while customer is at Sport News Site ~ tforum

Untargeted Targeted
France Sports Online i Opig Boig  Othr i France Sports Online T U U D SR Gof  Owing  Boing  Other

a uuers recommend a comfoy ﬂab and
undle with you N kia 8 choice an
combined with home internet in
leal package.

i !
Click for mlmond tails (A8
compared to your
ph ne
Please le me talk with a
Agent

Shop the latest deals with Orange mobile

See what Orange mobile has to offer
£ Orange attractive & comfortable bundle with your

Nokia 8 choice combined with home internet & TV

in one best deal package.

Customer Retargeting (Winback) on Sports News Site
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After accept offer, automatically cross-sell + feedback on mobile

Protect your riew‘
Nokia 8 with _

Orange Care.”/"

Step 9,..., 13

How likely is it
A that you
¥ recommend your
Thank you~ 770 Nokiagtoa
; » 4 friend or
colleague?

Your new Orang¢ -Cdre
subscription is/active

Likely

How likely is it
that you
recommend
Orange and your
Online and Smart
Store shopping
experience to a
friend or
colleague?

My Orange App Insurance Cross-Sale & Survey

forum

THANK YOU

Thank your for

participating in
this survey!
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Expected key benefits delivered to Orange through this catalyst by  trmiforum
leveraging TM Forum (new) assets are listed here

% increase in number of Estimated increase in NPS
sales rate + value

10 - 15% + 8% 10 to 15%

Estimated revenue increase + cost savings

per year for Orange France BU

Revenue: 500 - 1000 Million Euros

Cost savings: sales staff reduction
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