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MTN N Customer Relations NCC
Key Strategic Objective (Customer) <D

Improve Customer Service at all our customer
touch points through

* |Interactive Voice Response IVR
* Friendship Centres

= Call Centres

= Connect Stores

= Dealership Channel

= Consumer Foray
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Service

dedicated to corpc

dedicated to help
lising the virtual/o
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Key Issue (s) Reasons

r s utilising fre
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Prepaid Call Centre Snapshot

180(Q1 and Q2)

<D

everywhere you go

Jan 06 Feb 06 Mar 06 Apr 06 May 06
Total Calls Offered 1.99m 1.38m 1.25m 1.91m 1.73m
Calls Offered / Day 64k 49k 40k 64k 58k
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@ English B Yoruba O Hausa O Pidgin W Igho
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Call Centre Initiatives L MTN _
2006-2008

everywhere you go
Initiative Objective Timelines
(est)
IVR Upgrade Capacity upgrade Dec 2006
From 720=» 1480 Channels
lIntelligence Routing Upgrade| Segregated Customer management Dec 2006

based on profile, language,
demographics etc.

Call Centre Technology Technology Upgrade Dec 2007
Upgrade From Traditional
TDMA to IP (VOIP) Better customer /profile management
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Overall Call Centre Initiatives

Contd

<D

everywhere you go

Initiative Objective Timelines

Over the air Simswap Empower customers to easily perform Current

a Simswap online

1300 swaps/day

24hr TAT
(48hr max)

Headcount Deployment and |Improve service levels and prepare for Dec 2006
Training the launch of the free service
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Eventually CMTN

everywhere you go
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Q&A?
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