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Who Is

in the room today?

Jesper Gunris Schneider Mads Fuhr Frederiksen
Head of Digital at OiISTER General Manager at AKQA

linkedin.com/in/jesperschneider/ linkedin.com/in/madsfuhr/

OiSTER

Full-time sea creature
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100% ONLINE-ONLY
BUSINESS

OPTIMIZELY
CMS

WWW.OISTER.DK
IN A NUTSHELL

ONE OF DENMARKS MOST SUCCESSFUL
LOW-COST TELCO CARRIERS

OPTIMIZELY
COMMERCE

15 YEARS IN
THE MAKING

OPTIMIZELY
FIND


http://www.oister.dk

m )

2018...

M Mobilabonnement  Bredband  Mobilshop  Kundeservice

BRUG FOR HJALP?
S

mster Mobilabonnement  Bredband

= Oversigt

Shop  Kundeservice

IPHONE X 256 GB

Vaelg abonnement

Allerede kunde

© 2time|2GB
Stimer|5GB
10 timer | 30 GB
Fritale| 10 GB
Fri tale | Fri data

Info om abonnementer

Vaelg betalingsform
© Kontant

Betalingsoversigt

Udbetaling telefon 10368 kr.
2time|2GB 59 kr.
Oprettelse 0 kr.

1 alt til betaling nu 10368 kr.
Méanedspris (?) 59 kr.

Mindstepris (7, 10427 kr.

CUSTOM BUILD SOLUTION

LIMITED SUPPORT AND DOCUMENTATION

DEPRECATED TECHNOLOGY STACK

MULTIPLE UNSUPPORTED 3RD PARTY ADD-ONS

BUILD USING TONS OF GRAPHICS AND IMAGES

HEAVY SITE = ENDLESS LOAD TIMES

NON-RESPONSIVE, VAGUE DESIGN

POOR EDITOR EXPERIENCE = POOR CX



, TECH STACKS

SELF-SERVICE

TRANSACTIONS

COLLABORATION

EASI EST COMMUNICATION
USER INTERFACES

USER EXPERIENCE

CHECK-OUT FLOWS
CUSTOMER SERVICE

TELCO oo g




m )

oister

Indtast sogeord i)

Mobilabonnementer med TV 2 Play

— Taletid, data og masser af underholdning i ét abonnement! Med TV 2 Play far du adgang til en

perleraekke af serier og programmer og - afthaengig af dit valg af pakke - fem livekanaler! Og hvis du

| Mobilabonnement v allerede har TV 2 Play, kan du selvfglgelig beholde din konto - og din historik - hos TV 2.

' OiISTERtainment sis

=4

Forste maned til 149,-

Rejseklar med 40 GB  EU a::marmed soGRiEl
Fri 55 Fri 65 Fri 75 Fri 120

. Kundeshop tale GB data tale GB data tale GB data tale GB data

Forste maned til 99,-
Rejseklar med 30 GB i EU

Internet

Tips & Tricks 159,_ 219’_

pr. maned pr. maned

\
" Nytindhold hver dag " Mulighed for 5 livekanaler msrer % Q EI

Christina

Hjeelp

| Erhverv

: Din kurv
<Tilbage m Keere Christina,

S . Vi er glade for at du vil have et

: Veelg mobilnummer .

mobilabonnement hos os. Fremover kan du
{1 : 3 kabe mobiltelefoner og anden hardware ved
blot at lzegge dem i kurven.

Vil du have nye numre eller flytte
dine numre over til os?

Mobilabonnement

20 20 90 N 20 20 99

Timer GB Data pr. maned

Timer GB Data pr. maned

1Eeo

O Nyt nummer O Flyt mit nummer

POWERED BY A ROBUST OPTIMIZELY CMS TO

DELIVER FAST AND FLEXIBLE CONTENT

OPTIMIZELY COMMERCE AT THE CORE

| -

PERSONALISATION AND DYNAMIC CONTENT

THROUGH OPTIMIZELY VISITOR-GROUPS

CROSS DOMAIN SEARCH AND FILTERING

FUNCTIONALITY HANDLED BY OPTIMIZELY FIND

AND MUCH MUCH MORE...
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What’s the difference?

Brand Customer
Centric Centric




Customers are actually just
humans... with a credit card
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THE AMOUNT OF TIME
WE HAVE/NEED

POPULAR BELIEVE NO. 1

Customers are actually just
humans... with a credit card
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THE NEED WE
CURRENTLY HAVE

Google, The New Multi-screen World

OUR
STATE OF MIND
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Humans have an attention span of 8 seconds.

T'hey say Goldtish have about 9...



POPULAR BELIEVE NO. 2

HUMAN 1 - 0 DESIGN
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POPULAR BELIEVE NO. 2

HUMAN 1 - 0 DESIGN

<Tilbage m

1: Veelg mobilnummer

( ad 2 3

Vil du have nye numre eller flytte
dine numre over til os?

20 20 99.

Timer GB Data pr. maned

O Nyt nummer O Flyt mit nummer

Fri Fri 129.

Tale GB Data pr. maned

O Nyt nummer O Flyt mit nummer

7\
~

g

= oister @ a

Ch

Din kurv

Kaere Christina,

Vi er glade for at du vil have et
mobilabonnement hos os. Fremover kan du
kobe mobiltelefoner og anden hardware ved

blot at laegge dem i kurven.

Mobilabonnement

20 20 99,

Timer GB Data pr. maned

e

Prisi alt

Oversigt:

Mobilabonnement 99,- /mc

1 ()

gor vi tor at sikre, at du nar at modtage
dine nye OiSTER-simkort forst.

Oversigt

Mobilabonnementer

20 timer / 20 GB 1 stk.
Fri tale / Fri data 1 stk.

Mobilt bredband

600 GB data 1 stk.
Wifi router 4G 1 stk.

Subtotal:

Mobilt bredbandsabonnement
Wifi router 4G
Fragt PostNord

Total




Ul Principle

A natural progression

Vi fejrer 10-irs fodselsdag med

talegaver til ekstra gode priser! OiSTER mobilabonnementer 6 timers mobilabonnement
2 AT

iPhone X 256 GB
6 6

Mest populee produater

8

¢ i

Wakd o1y po rogn mgen 19 appe 1 far s
H
M mol
Uignende produkter .
- e s " a [~ ] )
: N : z ‘ r Chatmed os Ring tilos
o) ® % @) - e B . Ermy S, | . .
-ertre —he e me oo Ty d tune - » - < - < - — — — - ~—t— Pa— e m 70312011
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Tips & Tricks
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Technology 1s Exponential.
Humans are not.



VISIBILITY

Peak of inflated expectations

Trough of disillusion

Technology trigger

Plateau of productivity

Slope of hope

TIME
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Generative Al is
making everyone
an “expert”

\ g = - " s w X
! 8 s :
v - 2 o .
gy b - A ' N MetaAl

A teddy bear painting a portrait

00 Meta Al

An artists brush painting on a canvas
close up

Imagen Video

Drone flying through tropical jungle covered in snow




CX: Customer Experiment Experience

“Customer Experience (GX) 1s the sum ot all
Interactions, emotions, memories and experiences, that
a customer will have with a company, over the duration

of their entire relationship - across online and oftline™



We’re already using

Al In our work

-~ 4 /
ANALYSE HIGH VOLUMES OF SHORTCUT CREATIVE IMPROVE SEO AND
UNSTRUCTURED DATA CONTENT GENERATION META DESCRIPTIONS

CODE VALIDATION, QUALITY RECRUITMENT AND JOB

AND OPTIMISATION

DESCRIPTIONS



Do you solve problems by
adding or subtracting things?



80%

Companies who believe they
deliver a superior customer
experience

8%

Customers who agree
to this statement



3 reasons most companies
can’t cross the chasm

1 2 3

THEY INCENTIVISE ONLY FOR THEY WORK IN SILOS, NOT AGILE THEY START MORE PROJECTS
SALES, NOT EXPERIENCES MULTI-FUNCTIONAL TEAMS THAN THEY FINISH
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(not so long ago actually)

Once upon a time...
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I’s no longer just one touchpoint.
It’'s an eco-system of experiences.

Inspiratio Insp
Selection Selection
Purchas Purcl
Service Service
Loyalty



Eco-system brands offer consumers
more than just a product
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Customer
Service

My OiSTER

Streaming

oiSter

eSIM

Travel

Family Bundles

elonging to AKQA Limited and WPP Inc.

by any means, electronic, mechanical, or otherwise without prior written permission of AKQA.




PROTAGONIST ANTAGONIST

WHAT WE FIGHT FOR WHAT WE FIGHT AGAINST




Protagonist

Easiness

.v;}'\"M.:— ; ‘ P

-

©2023 AKQA Limited. All rights reserved.
This presentation may contain confidential and proprietary information and methodology belonging to AKQA Limited and WPP Inc.
No part of this information may be used, reproduced, copied or transmitted in any form or by any means, electronic, mechanical, or otherwise withi
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Digital Transformation in Telco

RATES OF SUCCESS

Only 22% of telcos successfully executed a digital transformation,
significantly below the cross-industry average

/Q CASES BELOW SUCCESS SCORE (%)
Q
° 100
+ 80 @ Telco data points
0 — Telco
| 60 e Telco sector B o
S average: 7.1 2021 cross-industry Closs IeHstRy
! 40 average: 7.4 Woe zone (success score <6)
R @ Worry zone (success score =6—<8)
20 @ Win zone (success score =8)
0 P
0 2 4 6 8 10

SUCCESS SCORE’
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The Big Four

youSee 7 telenor @ Telia
(BB
TELMORE |\/ BH_ msre,:

eesSS

FLEXII




=N

TDC's Netvaerk

YouSee
DanskNet

Fastnet.nu

Relatel

Stofa mobil
TDC
Unotel

Velkommen.dk

Viptel

Telenor's Netvaerk

In total...

Telenor
CBB
Lebara
dukaTALE

OK mobil

2talk Telecom

otel
Evercall
Greenspeak

Maxtel

Telavox

Telia's Netvaerk

Greentel

Alka Mobil

Call Me
Altibox

AN-TV Mobil

Glenten Mobil

Lycamobile
Minitel

Mit Tele
Telia

Waoo Mobil

3's Netvaerk

e OISTER




Population in Denmark:
5.9 mio. people (2023)
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7.000

6.000

5.000

4.000 |-

3.000

2.000

1.000

0

334

3 1I8 1I5 1I9 1163 1I

1 6
888 5

6 olg31 6817 6.774 6757 6/850 7
6

5

I
2. H. 2017

I I
2. H. 2018
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2. H.2019
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2. H. 2020
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2. H.2021

I |
2. H. 2022

* CURRENT POPULATION



Traditional vs. 100% Digital

S

MULTICHANNEL -

SETUP

INFLEXIBLE
TECHNOLOGY

SLOW TIME TO
MARKET

HIGH COST

0iSier

NO BRICK
AND MORTAR

FLEXIBLE
TECH STACK

FASTER TIME
TO MARKET

- LOWER COST
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Five Steps to a
Personalized Website

af

Define Your Objectives and Collect and Develop Personalization Start Small and Monitor, Analyze, and
Target Audience Analyze Data Elements Think Big Optimize
(increase sales, reduce (user preferences, pain points, (content tailored to (simple segmentation (adjust content, change

churn, increase loyalty) and browsing patterns) different user segments) gets you going) targeted segments)



How we play today...

SEGMENTATION

Device Desktop Mobile
Customer Customer Prospect
Marketing Consent Non-consent

Product Wifi Non-wifi



Prospects

‘

Category page

"

Rejseklar med 20 GB i EU

tale

Fklgﬂul’"%ﬂ Fri

osfif seneat 1. december

V' Ingen binding v 5GogeSIM WL

~
 roeormeasscaicy N oo gt |
Fri 30 Fri 150

tale GB data tale GB data

8’7' 159"

pr. maned pr. maned

Laes mere muj mere

£0

GB data

... Mobilabonnementer,

OI’
o "

pr. maned

v Bedst til prisen

Rejseklarmed30GBiEU |

Fri Fri

tale data

179"

pr. maned

Laes mere

£ Virker i hele

25% rabati 4 maneder!

- @
Fri 65

tale GB data

179,'

pr. maned

-I Laes mere

Customers

m";'}a“ﬁ%“ A

&.,h‘[ soneat 11, december

v Ingen binding v 5GogeSIM WL

6 6 Fri 150

timer GB data tale GB data

59" 199"

pr. maned pr. maned

"rl.fas mere "i:as mere

£0 °9,

GB data pr. maned

v Bedst til prisen Virker i hele

25% rabati 4 maneder!

mjsektarmenmi?r“ 4 Q:ﬁ':::,
Fri Fri Fri 65

tale data “ ' tale GB data

179- 179-

pr. maned pr. maned

‘Laes mere Lzes mere
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Non-consent

Overblik

‘Uden at rere en finger! Nar du tilmelder dig fordelsklubben
DISTER+, deltager du helt automatisk i lodtraekningen om fede
_pramier hver maned. | november traekker vi lod om et par
AirPods 3rd Gen til en veerdi 4 1.920.-.

| Tilmeld OiSTER+ kvit og frit

Spin hjulet og vind en
iPhone 15 med 256 GB

Spin hjulet og deltag i konkurrence om en iPhone 15 med 256
GB til en vaerdi 4 9.150 kr. Hvem ved? Maske bliver du den
heldige vinder.

Deltag her

MyOISTER self-service

Has consent

Overblik

Fa MUSIK i dit mobilabonnement!
Spar 25% i 4 maneder!

Det perfekte mobilabonnement til dig, der elsker musik! Med
er Premium far du adgang til et keempe univers af musik,
yor du finder noget for enhver smag!
Skift senest d. 30. november og spar 25% i 4 maneder.

Se abonnement

Spin hjulet og vind en
iPhone 15 med 256 GB

Spin hjulet og deltag i konkurrence om en iPhone 15 med 256
GB til en vaerdi a 9.150 kr. Hvem ved? Maske bliver du den
heldige vinder.

Deltag her
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Multiple data streams and dependencies

Velkommen til seens
Velkommen til 5 bedste selvbetjening

seens bedste selvbetjening

Abonnementer >
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3GB 2

SmbortrarTimes ' 1 Konferancesald O &
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Where we want to go..

PERSONALIZATION

What phone does the user has?

> (Can we sell a newer iPhone?

What network is the user on?

» Are they on a competing network?

Looking at a high or low price?

Which channel is the user coming from?

» Personalise and target offer?

> Direct vs. Paid ads?

What message has tricked the user?

» Voice, Wi-Fi?



Expanding the Tech Stack

WEBSITE

DESIGN

MARKETING
& CRM

CUSTOMER
SERVICE

GUIDED SELLING
Al SEARCH (RAFFLE)
Al CHAT (BOOST.AI)

ADOBE FIREFLY
UPSCAYL
NEURONS

Al'IN GOOGLE ADS
Al IN META ADS
CHATGPT FOR TEXT
SALESFORCE GENIE
CHURN PREDICTION

Al ASSISTANT (BOOST.AI)
TRANSCRIPTION
Al VOICE FOR IVR
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Some context
Mental reframing
Eco-system brands
Beating the Market

In conclusion




Q

FAKTOR

Does it pay off?

PERFORMANCE

TELMORE

alka

NOLLYAONNI

v

CUSTOMER SATISFACTION

v

GROWTH IN CUSTOMER BASE

v

WINNER OF ASCEND BEST Ul



L

AIM TO DELIVER CONSISTENT
EXPERIENCES ACROSS ALL
AND ANY TOUCHPOINTS

4

EXCEED THE EXPECTATIONS
OF YOUR PREFERRED
CUSTOMER PROFILES

Key take-aways

2

BUILD SOLUTIONS THROUGH
ITERATIONS AND
EXPERIMENTATIONS

o

TEST AND TRY,
FAIL AND LEARN
RINSE, REPEAT

3

BREAK DOWN SILOS AND
DIVISIONS, WORK FROM A
SHARED VISION

6

SUBTRACT AND
REMOVE IN ORDER
TO IMPROVE






