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' Disclaimer

The information in this report is provided on an as-is basis. This document
is produced by Twimbit per date of research and writing (April-September
2023) and is subject to change. It has been prepared solely for information
purposes over a limited period to provide a perspective on the market. All
the data is derived and estimated by Twimbit analysts via publicly available
information and limited mystery shopping exercises. Projected information,
analyses, and conclusions in this report should not be construed to

guarantee future performance or results.
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| Our research methodology

|
: Purchased pre-paid plans to evaluate the purchase journey, delivery convenience, activation process, :
| app innovation and customer care :

I" ___________________________________________________________________ 3\

|
|

| Each factor was evaluated on a scale of 1.00 to 5.00 (with 5.00 indicating the best performance) :
|

|

Limitation and challenges: We prioritized benchmarking the top telcos in each country only.



twimbit

' Twimbit TDEX score

A diagnostic framework to evaluate the digital experience of a company

i|:

Purchase
journey

Discovery journey

Number of steps taken
to purchase a new plan

Reload convenience

="

Delivery
convenience

Physical SIM

Activation
process

Clarity of activation
process

Activation convenience

Innovation of
telco app

Creating account

Gamification

Customer care

Customer support channels

Self-service potential: IVRs
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'TDEX score of 21 telcos in ASEAN (1/2)
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'TDEX score of 21 telcos in ASEAN (2/2)
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Purchase score

2.66

3.09

3.20

2.16

3.31

3.05

212

2.94

2.59

3.08

3.36

Delivery score

4.06
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2.91

N/A
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2.81

N/A

0.63

Activation process Mobile app innovation Customer support

score
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| How are the telco apps performing? (Part 1) Hime!

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecaﬂ-gunity

Purchase journey

: . 3.33 3.33 3.33 3.33 2.08 3.33 3.33 2.50 3.33 2.92
Discovery journey
Clarity of plans/products 4.74 4.74 5.00 4.24 3.91 3.48 4.74 4.31 3.08 3.24
Confirmation of purchase 5.00 5.00 5.00 1.67 5.00 0.83 1.67 1.67 0.83 0.83
No. of steps taken to 2.00 4.00 5.00 3.00 4.00 1.00 3.00 4.00 4.00 5.00
purchase a new plan
Reload convenience 2.50 3.01 4.38 4.38 3.13 3.44 3.95 2.70 4.38 4.38
Delivery convenience
Physical sim 4.38 4.06 4.06 2.81 3.44 4.06 2.81 N/A 3.44 4.06
e-sim 2.50 3.75 3.75 3.75 4.38 5.00 3.75 4.38 N/A N/A
Activation process
Clarity of activation process 5.00 4.58 2.91 4.17 4.58 5.00 4.17 2.08 5.00 2.50
Verification convenience 5.00 4.50 3.65 4.50 415 5.00 3.65 5.00 415 3.15

Activation convenience 5.00 3.00 3.00 3.00 5.00 5.00 3.00 5.00 5.00 4.00




| How are the telco apps performing? (Part 1 — Cont.)

twimbit

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telec%ﬂgunity

Innovation of telco app

. 3.66 4.33 4.66 4.66 4.32 1.32 3.99 2.33 2.65 1.99
Creating account
Account info access 5.00 4.33 4.66 4.16 2.83 4.50 4.16 4.16 3.33 4.66
Payment convenience 4.50 4.00 3.50 3.50 4.50 3.00 3.50 3.00 3.50 4.00
In-app shoppping 2.36 3.74 5.00 4.72 2.35 3.61 4.71 2.36 3.18 3.88
Gamification N/A 1.25 1.25 N/A 1.25 3.75 N/A N/A 1.25 N/A
Customer care
Customer support
channels 4.50 3.50 4.00 4.50 3.50 4.00 4.50 3.50 4.50 3.50
Time taken to respond to
query 3.00 4.00 2.00 4.00 2.19 3.00 4.00 3.00 2.60 3.00
Self-service potential:
FAQs 3.95 4.16 4.16 3.11 2.70 1.86 3.11 3.74 2.70 2.70
Self-service potential: 3.00 3.00 2.60 2.60 N/A 2.00 2.60 N/A 3.00 N/A

IVRs
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| How are the telco apps performing? (Part 2) Hime!

. DTAC Singtel  TrueMove H Unifi Smartfren GLLE Smart CelcomDigi Axis Starhub Umobile
Purchase journey Telecom
Discovery journey 3.33 3.33 3.33 2.92 2.92 2.92 3.33 3.33 2.92 3.33 3.33
Clarity of plans/products 3.74 3.74 2.48 4.06 4.24 2.56 3.06 3.81 4.24 3.91 4.74
Confirmation of purchase 0.83 0.83 0.83 0.83 1.67 0.83 0.83 0.83 0.83 0.83 1.67
No. of steps taken to
purchase a new plan 1.00 4.00 5.00 1.00 5.00 5.00 1.00 3.00 1.00 4.00 3.00
Reload convenience 4.38 3.54 4.38 1.98 2.7 3.95 2.39 3.75 3.95 3.33 4.06
Delivery convenience
Physical sim 4.06 2.81 2.82 3.44 4.06 N/A 4.06 2.81 2.81 N/A 0.63
e-sim N/A N/A N/A N/A 2.5 N/A N/A N/A N/A N/A N/A
Purchase journey
Clarity of activation process 2.92 5.00 417 4.58 2.91 4,58 5.00 5.00 3.33 3.33 417
Verification convenience 415 4.00 4.00 415 3.65 3.15 3.15 3.65 3.65 1.33 5.00

Activation convenience 3.00 5.00 3.00 4.00 3.00 4.00 3.00 4.00 2.00 2.00 5.00




. twimbit
| How are the telco apps performing? (Part 2 — Cont.)

. DTAC Singtel  TrueMove H Unifi Smartfren Gk Smart CelcomDigi Axis Starhub Umobile

Innovation of telco app Telecom
Creating account 4.00 1.99 2.66 3.33 3.65 3.32 3.32 3.33 2.33 2.33 4.33
Account info access 4.16 3.58 4.16 3.83 3.91 4.50 4.50 4.41 3.83 4.33 4.00
Payment convenience 5.00 4.00 4.00 3.50 3.00 5.00 5.00 3.00 3.00 3.00 2.50
In-app shoppping 3.45 2.90 3.31 2.35 4.72 3.18 2.48 3.45 2.35 2.36 3.18
Gamification

N/A N/A 2.50 N/A 3.75 N/A N/A N/A 3.75 N/A N/A
Customer care
Customer support
channels 3.00 4.50 4.00 4.00 3.50 2.50 2.50 2.50 4.00 4.50 4.00
Time taken to respond to
query 3.00 4.00 3.00 4.00 4.00 1.00 1.00 2.00 4.00 4.00 1.00
?Z‘(‘;'Sser‘”ce potential: 311 1.86 4.58 1.45 1.45 1.45 333 1.87 3.73 3.74 1.86
Self-service potential: 2.40 2.00 2.80 N/A 2.00 2.00 1.40 1.60 2.40 2.00 3.00

IVRs




13t Journey

Purchasing process




| Discovery journey (1/2)

twimbit

Purchasing . . . . : DITO
process MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink el
Discovery
journey score 3.33 3.33 3.33 3.33 2.08 3.33 3.33 2.5 3.33 2.92
Areas of improvement
. . . . . . . DITO
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
Website aesthetic (Clean
display, Optimum white space, o
Sufficient visual aids) Minimal/no
visual cues
Strong brand identity on Inconsistent
website (Consistent colour colour palatte Inconsistent
palette, Language, Typography and visual visual style
and Visual style) style
Personalised information No No No No No No No No No No

delivery based on user type
(new vs existing) on website



| Discovery journey (2/2)

twimbit

BUrchasig DTAC Singtel TrueMove H Unifi Smartfren Goos Smart CelcomDigi Axis Starhub Umobile
process Telecom
Discovery
journey score 3.33 3,38 3,88 2.92 2.92 2.92 3.8 3,88 2.92 3.33 8.8
Areas of improvement
. L . - Globe . . . .
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcombDigi Axis Starhub Umobile
Website aesthetic
(Clean display, Optimum white Has Has Has Has Has
space and Sufficient visual aids) oversized oversized oversized oversized oversized
whitespace  white space  white space  white space white space
Strong brand identity
(Consistent colour palette,
language, Typography and Visual
style)
Personalised information
delivery based on user type No No No No No No No No No No No

(new vs existing) on website



Spotlight

| The DTAC website has a clean design with a strong brand voice

Strategic use of icons allows users to & e
quickly grasp available options 5
O S Beyond

Protection | Finance | Game

OE Empowered for better life everyday

52 ® 0 = % =
Move to New SIM Smartphone Add-ons International Check
dtac Promotions Roaming Balance dtac Beyond Recommended deals
A hub for all of our digital oy
products and services to a:ac
serve all your needs and MT::_ \
Smartphone ace up your fectyc B
" : s o Simply select, buy, and pay yourduc ....w ‘
Promotions : ° e e i p
sy pay wi iy
The best smartphone Seeall
bundle at a special price. We
know what you want.
Seeall >
vivo SAMSUNG realme Apple \
vivo Y02t Samsung realme C55 iPho
Galaxy AO5s (1281
Starting from Starting from Starting from Starting
799 2,099 2,089 19, Rounded edges and a balanced color
From 3i95-FHB From 4995-FHB From 5499-FHB From 3

palette create a welcoming and user-
friendly atmosphere

twimbit



| Clarity of plans/products (1/2)

Purchasing
process

Product clarity
score

Areas of improvement

Evaluating criteria

Comprehensive plan
details (i.e., service
coverage, TnC, clear
pricing and CTA)

Customisable side-by-
side plan comparison

Plan comparison with
detailed breakdown

Time spent to
understand plan details
(<2 minutes being the
fastest)

Option to key-in and
select preferred number

MyRepublic

4.74

MyRepublic

Not
customisable

XL

4.74

XL

Not

customisable

Telkomsel

5.00

Telkomsel

im3

4.24

im3

Not
customisable

Choose from
preselected
numbers

Yoodoo

3.91

Yoodoo

Unclear pricing

Not
customisable

Highlights key
features only

AIS

3.48

AIS

Unclear pricing

Not
customisable

Highlights key
features only

3-4 mins

Tri

4.74

Tri

Not
customisable

Simba

4.31

Simba

Highlights key
features only

Not

customisable

3-4 mins

Hotlink

3.08

Hotlink

Unclear pricing,
no CTA button

Not

customisable

5 mins

Choose from
preselected
numbers

twimbit

DITO
Telecommunity

3.24

DITO
Telecommunity

No

No

No
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| Clarity of plans/products (2/2)

Purchasing . - Globe . . .
process DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
Discovery

journey score 3.74 3.74 2.48 4.06 4.24 2.56 3.06 3.81 4.24 3.91 4.74

Areas of improvement

. . . - Globe - . .
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
Comprehensive plan
details (i.e., service
coverag(e TnC. clear Highlights key Highlights key Highlights Highlights Highlights

. ,d CTA features only, features key key features key No CTA buton
pricing an ) No CTA button only features only only features only
Customisable side-by- Not
. ; o
side plan comparison No customisable No No No No No No No No No
Highlights o o Highlights
Plan comparison with Highlights key Highlights key key H'g::gghts kslgfzg%gis key
detailed breakdown features only features only features featureg onl Y onl Features
only Y Y only
Time spent to
undersliand plan details 5 mins 3-4 mins 5 mins 3-4 mins
(<2 minutes being the
fastest)
Choose from Choose from Choose from
No No preselected N/A No preselected preselected
Option to key-in and numbers numbers numbers

select preferred number



Spotlight

| Telkomsel empowers users with customisable comparisons
and personalised phone number selection

Filter feature
allows users to
refine search and
compare packages
based on specific
criteria

Service Card

@® Prabayar

(O Telkomsel Halo ]
Package Type internet
nnnnnnnn
(O Semua Paket
(O Paket Talkmania
(O Tinder Plus Rp.15.000

(® Ekstra Kuota PraBayar
(O Ekstra Kuota Kartu Halo
(O Ruang Guru

(O Paket Harian

(O Combo Sakti PraBayar
(O Ketengan Utama

(O Ketengan Aplikasi Harian

(O Ketengan Aplikasi Kuota

Telkomsel
o

BN Telkomsel

Select Number

Select City To Load Number

{ Back

Create Own Number

ber according to the number combinati

nation you want
Apply

1603

QO 085l - 8681- 6033

QO 0851- 8683 - 1603

nnnnnnnnnnnnnnn

QO 0851 - 8681 - 6032

QO 0851 - 8681 - 6031

eeeeeeeeeeeee

Create Own Number
Rp. 30.000 Rp. 40.000 Rp. 50.000
Choose Gold Number
Load M [
Recommended Number
QO o8sl- 8687173
Price Number

QO 0851-8681- 6034

O

Price Number
RpO

twimbit

EN | ID

O

Rp.0

Generates recommended
numbers from preferred digits
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| Confirmation of purchase (1/2) wimbi

Purchasing

process MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO

Telecommunity

Confirmation of
purchase score 5.00 5.00 5.00 1.67 5.00 0.83 1.67 1.67 0.83 0.83

Areas of improvement

. . . . . DITO
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
Order summary with outl outl

detailed breakdown Brief outline Brief outline

(features, service on plan and on plan and Brief outline
coverage, pricing) prices prices

Able to customize

or add on services

(data, voice time, No No No No No No
SMS) before check out

or during payment

stage

Flexibility to change
plan before payment



| Confirmation of purchase (2/2)

twimbit

Purchasing Globe

process DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile

Confirmation of

purchase score 0.83 0.83 0.83 0.83 1.67 0.83 0.83 0.83 0.83 0.83 1.67
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tf:ll:f:m Smart CelcomDigi Axis Starhub Umobile
Order summary with , . : , , . , , Brief Brief . . . : . :
detailed breakdown Brief outline  Brief outline Brief outline Brief outline outline on outline on Brief outline Brief outline  Brief outline
(features, service on plan and on plan and on plan and on plan and plan and plan and on plan and on plan and on plan and
coverage, pricing) prices prices prices prices prices prices prices prices prices
Able to customize
or add on services No No No No No No No No No No No
(data, voice time,
SMS) before check out
or during payment
stage

No No No No No No No No No No No

Flexibility to change
plan before payment



Spotlight

'Yoodoo provides transparent purchase summaries:
review orders, adjust plans, and confirm delivery dates

before checkout

o SUBTOTAL RM25
&« Confirm Your Order
YOUR NEW PLAN/MONTH RM25

Your account will only be charged once your SIM is activated,

twimbit

STEP3 OF 3
Got a referral code?  APPL
L
L YOUR NUMBER _J
B DATA
St ot 20GB RM20 | Estimated delivery date
etafied arder—_J 5G Pass RMO informs customers
breakdown Standard Delivery Free when to expect their
VOICE we'll get your SIM delivered between 3-6
100 mins RMS working ioa. Sl

By confirming, | accept the

CHANGED YOUR MIND?

Gives customers the
flexibility to modify ( Change my plan >

data plan before
checkout




| Number of clicks to purchase telco (1/2)

twimbit

Purchasing . . . . . DITO
process MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink elesemm
Number of
clicks to 2.00 4.00 5.00 3.00 4.00 1.00 3.00 4.00 4.00 5.00
purchase telco

Areas of improvement

Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Teleczﬂ-gunity

Number of clicks taken

from selecting a plan

to payment stage 7 clicks 5 clicks 6 clicks 5 clicks >7 clicks 6 clicks 5 clicks 5 clicks

(<5 clicks being the

simplest)



| Number of clicks to purchase telco (2/2)

twimbit

Purchasing . oce Globe . . .
process DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
Number of clicks
to purchase 1.00 4.00 5.00 1.00 5.00 5.00 1.00 3.00 1.00 4.00 3.00
telco
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tgll;)::m Smart CelcomDigi AXxis Starhub Umobile
Number of clicks taken
from selecting a plan
>7 clicks 5 clicks >7 clicks >7 clicks 6 clicks >7 clicks 5 clicks 6 clicks

to payment stage
(<5 clicks being the
simplest)



Spotlight

'Truemove cuts down the steps to buy a prepaid plan with
a one-page checkout so it can be done within <5 clicks

Order process @ =

Product receipt details

{ & Home delivery

Shipping address (® Add 2 new v address

Fill in personal details
and address

You don't have a shipping address on file. " Pay with cash at TrueMoney

(%) Add a new address
\ Credit/debit card

@ Normal delivery within the country 0.-
Will receive within 1-3 da

Credit/debit card (free of charge)
Product list quantity price

PromptPay
£
" TrueMove H Hello SIM, 1 29.00-  ®
& prepaid SIM (register within
. 30 days from the date of Summary of product list
order)

Pay Next Houauis tugvga
W extra - » »
oviuwsouldgvaa 48 asa3u -
= shi 0.00-
100,000“1“ dsugnin True Store \ 1 // 4 rPemgicRet
[ 3 Discount N, ..
“BoutonDulUanufussna siikua 2uiolas uSen woawud il Siia "‘ ® is / / d code Sl -
) Choose 3 discount >
Total price 49.00.-

-

Select payment
method

Quick order summary

Terms and condition

twimbit



|Reload convenience (1/2)

twimbit

Purchasing . . . : . DITO
process MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink elserruria
Reload
convenience 2.5 3.01 4.38 4.38 3.13 3.44 3.95 2.7 4.38 4.38
score
Areas of improvement
. . . . . DITO
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
Customisable top-up
options Less than 6 More than 6 More than 6 More than 6 Less than 6 More than 6 More than 6 More than 6
No pre-defined pre-defined pre-defined pre-defined pre-defined pre-defined pre-defined pre-defined
top-up options  top-up options  top-up options  top-up options  top-up options  top-up options  top-up options  top-up options
Time taken to complete
top up
(<2 minutes being the >2 mins
fastest)
Clicks to complete top
up
(<5 clicks being the 5 clicks 5 clicks 5 clicks
simplest)
Alternative top up
(request from others, No No No pay-later No No pay-later
top up for others, pay- reload reload

later reload)



|Reload convenience (2/2)

twimbit

Purchasing Globe
process DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
Reload
convenience 4.38 3.54 4.38 1.98 2.7 3.95 2.39 3.75 3.95 3.33 4.06
Score
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tgllg::m Smart CelcombDigi Axis Starhub Umobile
Customisable top-up
options More than 6 Less than 6 More than 6 Less than 6 More than 6 More than 6 More than 6 Less than 6
pre-defined pre-defined pre-defined pre-defined pre-defined pre-defined pre-defined pre-defined
top-up top-up top-up top-up top-up top-up top-up top-up
options options options options options options options options
Time taken to complete
top up
(<2 minutes being the >2 mins >2 mins >2 mins >2 mins
fastest)
Clicks to complete top
u
(55 clicks being the >5 clicks >5 clicks 5 clicks 5 clicks 5 clicks 5 clicks 5 clicks
simplest)
Alternative top up No No No pay-later No pay-later No pay-later
(requesf from 0[/761,-5’ reload reload reload

top up for others, pay-
later reload)



Spotlight

. . . . . twimbit
| Hotlink simplifies reloading: Provide unmatched ease
with simple steps and even emergency top-ups
10 20 30 40 " - * °

op Up oc 3
Share Top Up Ask Top Up
RM2.50 will be deducted on your next top up.
) .
nnnnnn 'm

Offers the option for pay-later reload (SOS top

HIBTS D) O [Pl SHluSE TP U2 up), request, and share credit with others

options



2nd Journey

Delivery convenience



| Delivery of physical sim (1/2)

twimbit

Delivery . . . . : DITO
convenience MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink el
Physical sim
score 4.38 4.06 4.06 2.81 3.44 4.06 2.81 N/A 3.44 4.06
Areas of improvement
. . . . . DITO
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
Scheduled delivery
available (preferred Preferred date Preferred date
date and time) only NE e e NE e NE bl only NE
Delivery fee is stated
clearly
N/A
Able to track delivery
status
No No N/A
Delivery timeliness
1-2 days N/A Delayed >2
delayed days

*N/A: only e-sim evaluated (Simba)



| Delivery of physical sim (2/2)

twimbit

Delivery Globe
convenience DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
Physical sim
score 4.06 2.81 2.82 3.44 4.06 N/A 4.06 2.81 2.81 N/A 0.63
Areas of improvement
. o DTAC Singtel TrueMove H Unifi Smartfren Globe Smart CelcomDigi Axis Starhub Umobile
Evaluating criteria Telecom
Scheduled delivery
available (preferred No No No No No N/A No No No N/A No
date and time)
Delivery fee is stated
clearly N/A N/A No
Able to track delivery
status No No N/A No No N/A No
Delivery timeliness
1-2 days N/A N/A Delayed

*N/A: Physical SIM purchase unavailable online during research (Globe & Starhub)



Spotlight

'MyRepublic offers flexible delivery, allowing customers to
choose their preferred date and stay informed throughout

the process

twimbit

ipped. Almost there! &2

Pending Pickup

. NVSGMYRPLO00032745
%’ MyRepublic-
= _ih
oI
f cord elverear yasaie Order created

Your order has shipped and is on its way!

5o 03 05 o6
5
ey
§
Customers can choose their preferred MyRepublic sends customers Customers can easily track their delivery

delivery date an email of the delivery date through the website and ninjabot



| Delivery of e-sim*

twimbit

Dellvery MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Smartfren
convenience
E-sim score
2.50 3.75 3.75 3.75 4.38 5.00 3.75 4.38 2.50
Areas of improvement
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Smartfren
Instant purchase Delayed email Delayed email
confirmation delivered A . . . . J
. notification, Delivered to Delivered to Delivered to Delivered to notification,
to inbox . . . . . .
delivered to junk/spam junk/spam junk/spam junk/spam delivered to
junk/spam junk/spam
Number of emails
received post-payment . . . . . . . .
(1 conso/lla'date?/gma/‘/ Mult|ple Mulﬂple Multlple Mult|ple Mult|ple Multlple Mult|ple Mult|ple
with order details and emails emails emails emails emails emails emails emails

clear next steps being

the best)

*This list reflects only the telcos within our ASEAN evaluation that offer eSIM support



Spotlight

twimbit

AIS streamlines eSIM purchases with one clear
confirmation email

Become AIS Family - Order Confirmation Inbox x waiisonisdodia

@ noreply@ais.coth
@ None-

wauAaieladandaduen ru Become AIS Family

Junodud : 28/08/2023 22:41
nuvisiunsdodia : ES23082878536

Jundoduan : 28/08/2023 22:41
: ES23082878536

3Enssudu : thsvea QR Code Promptpay

> 4
AlS 51uATSEUAT sIAWiIL (Un)

\naviudy eSIM

Mobile No 0989255707 §50.00
2320125813806
\auvi eSIM : .

S 2 nsandaldouaalu

Juidaldvunoay : - . d4 &
30 Juduanniundvzia
M B 50.00
asssuiioulumsiagy B0.00
uansI B 50.00

Wiasuldau eSIM nganitautiuaau doil

1. agandugudiau wiu myAis uail wia sruiulad s1azidaandn http:/ais.co.thiekyc

Users are greeted with an intuitive onboarding email and a
definitive summary of their orders

Tnansod myAls
uneavaulisnuog
PUWF

WalBusy

thegUdnsUs:aoy
a:gUninsy

g0y myAlS =500 “DalENUBY

sgav eSIM 13 vin

nsanfiog

nedonmuning

2. 38n15Tnaa eSIM Wiidada wia qunsal

1) vinmisifau intemet #ivu Cellular Data w3a WiFi fau
2) Wity setting 1§an cellular
3) idian Add Cellular Plan uaz dunu QR Code 31n PDF Iiafunmnduduail

@a 2201200 13

4) dlanaGoysanuarlving Add Cellular Plan wiafufu
5) deenduiRatuianiaag [dumdn] div ‘aeinsdudu umstdnuinsdnivay
[SIM2Fly eSIM udinsas]

nSsuinsus:3eu
WoduBuioauinenal |

3. windasmsiduiilaldo SIM2Fly eSIM

1) dorin SIM2Fly eSIM [dusas] il “meTnsdudu umsldnuinsdmivazdueaiiia’

2) dorndiaflaiataiiintauiio
3) lausavianaiitdon SIM2Fly eSIM

fhawiunou
Tus:oomsain=ou
vasGuduioya uliuld

Swaidatinoien
ADVANCED INFO SERVICE PLC.

©2018 ADVANCED INFO SERVICE PLC. ALL RIGHTS RESERVED.

Clear instructions with visuals to help guide customers on how to

set up the e-SIM on their phones



twimbit

Activation process




| Clarity of activation process (1/2)

Activation
process

Product clarity
score

Areas of improvement

Evaluating criteria

MyRepublic

5.00

MyRepublic

XL

4.58

XL

Telkomsel

291

Telkomsel

im3

4.17

im3

Yoodoo

4.58

Yoodoo

AIS

5.00

AIS

Tri

4.17

Tri

Simba

2.08

Simba

Hotlink

5.00

Hotlink

twimbit

DITO
Telecommunity

2.50

DITO
Telecommunity

Design

Email (esim): Clean

layout with optimal

white space and visual

aids

Packaging (physical

sim): Wallet-friendly
size with visual aids

Strong brand identity
(Has consistent color
palette, language,
typography and visual
style)

Clear activation
instructions

Minimal/no
visual cues

Minimal/no
visual cues

No

Minimal/no
visual cues

Inconsistent
typography

Minimal/no
visual cues

Minimal/no
visual cues

Inconsistent
typography

Minimal/no
visual cues

Inconsistent
colour palatte
and visual
style

No

Minimal/no
visual cues

Inconsistent
visuals

No



| Clarity of activation process (2/2)

twimbit

Activation Sl
process DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
Product clarity
SISOl 2.92 5.00 4.17 4.58 2.91 4.58 5.00 5.00 3.33 3.33 4.17
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tgllg::m Smart CelcomDigi Axis Starhub Umobile
Design
Email (esim): Clean )
layout with optimal o Oversized
white space and visual Minimal/no Oversized el white Minimal/no
aids visual cues white space OURLEL SR visual cues
Packaging (physical cues m b {m al
sim): Wallet-friendly L EED
size with visual aids
Strong brand identity Inconsiste
(Has consistent color . . . t col
palette, language, Inconsistent Inconsistent In.con5|stent nt colour
. typo typo visual style palette &
typography and visual isual stvl
style) visual style
e st = = o



Spotlight

MyRepublic ensures a smooth eSIM activation experience
with its clear and easy-to-follow email instructions

E

- o

(=]

Activate Your eSIM with this QR Code

Your eSIM is ready! Add your eSIM to your Android or iOS device by following
these steps and you'll be able to start using your MyRepublic mobile service.

If you've applied for number porting, we'll send a SMS nofification once your
number has been successfully ported over, which should happen 1-2 days from
this email

e Log in to the
COD MyRepublic app
- You can now log in to our

MyRepublic app by using the details
provided below.

If you are an existing customer,
please log in with your current
password

Instruction email with clean layout
and and clear instructions

Activate your eSIM

Updated this week

Please follow the below step-by-step guide to activate your eSIM on a compatible Android
or i0S device.

Note:

Do ensure that your device is connected to the internet during the activation.

If you are installing your eSIM on a new device, please refer_here instead.

For a list of 4G eSIM compatible devices, please refer here

For a list of 5G SA eSIM compatible devices, please refer here.

For eSIM-related charges, please refer here.

If you are unable to locate the email containing the eSIM, you can request for the QR

code to be resent to you Via the MyRepublic App under "SIM Management" or here if
using a mobile device

Step-by-step guide can be accessed
by clicking the link in the email

twimbit



. . . . (o . . . twimbit
| CelcomDigi simplifies SIM activation with clear
instructions and sleek design for an effortless experience

‘.. PRABAYAR

RM 10 7 7
celcom . ~ CetcomXpax ___ Celcom Xpax | ———
XPAX = 4 s esa d e s~ ,,, e Hesicom it zmngt! DENGAN APLIKASI CELCOM
PANGGILAN & INTERNET e Ly N e
G bt " Sambul g n ke wrl &
| 2 ar:lmua(; glPly
e A pOatiery
y:‘ LANGKAH 2 o
DENGAN LEBIH INTERNET W Pilih dokumen pengenalan diri
J J / = / @Im:'sx;“;b s g e
IF ‘ ‘ ’ LANGKAH §
—_‘—m“m L S : Pengecaman wajah

DI RANGKAIAN TERLUAS

| TIDAK SESUAI UNTUK TELEFON 26/36. HANYA UNTUK TTYFRINIAD

Clear activation instructions

Wallet-size packaging with sleek
with visual cues

design in line with brand aesthetics



|Verification convenience (1/2)

twimbit

Activation

process MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecgﬂgunity

Verification

convenience 5.00 4.50 3.65 4.50 4.15 5.00 3.65 5.00 4.15 3.15

score
Areas of improvement

. . . . . DITO

Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
Identity verification . " " .. "
convenience Additional Additional Additional Additional Additional
(ID + email/OTP personal personal personal personal personal
code being the details details details details details
simplest) needed needed needed needed needed
Time taken for
verification process Physical
,{dtm/g being the 2 mins 2 mins 2 mins 2 mins store
astes

verification



|Verification convenience (2/2)

twimbit

Activation Globe
process DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
Verification
et 4.15 4.00 4.00 4.15 3.65 3.15 3.15 3.65 3.65 1.33 5.00
score
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tglf:oem Smart CelcomDigi Axis Starhub Umobile
Identity verification
convenience Additional Additional  Additional  Additional  Additional  Additional  Additional
(ID + email/OTP personal personal personal personal personal personal personal Physical
che being the details details details details details details details verification
simplest) needed needed needed needed needed needed needed
Time taken for
verification process
gsifggg being the 3mins 3mins 2 mins 3 mins 3 mins 2 mins 2 mins Sl

store



Spotlight

| Simba streamlines verification with Singpass for
instant and automatic input of personal details

SI M BA formerly TPG Telecom Pte Ltd

CCCCCCC

Simba requires personal details, but

Customer Information Singpass makes it quick and easy to
input these details

Registered Address

Address

twimbit



| Activation convenience (1/2)

twimbit

Activation

process MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telec%ﬂ-gunity

Activation

convenience 5.00 3.00 3.00 3.00 5.00 5.00 3.00 5.00 5.00 4.00

score
Areas of improvement
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Tele c[;ﬂ-gunity
rSnIel\iﬁ(;:éwahon Activation Activation Activation Activation

o through through through through Activation

gz_?/\s,; 000/?7 Zeo’g/:’nt manual manual manual manual through
Scan' launch of launch of launch of launch of SMS
physical sim. app =1 SRE =fpe app

launch upon
insertion)



. . . twimbit
| Activation convenience (2/2)

Activation DTAC Singtel  TrueMove H Unifi Smartf Globe Smart CelcomDigi Axi Starhub Umobil
process ingte rueMove nifi martfren Telecom mar elcomDigi Xis arhu mobile
Activation
convenience 3.00 5.00 3.00 4.00 3.00 4.00 3.00 4.00 2.00 2.00 5.00
score

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tglf::m Smart CelcomDigi Axis Starhub Umobile

SIM activation

method Activation Activation Activation Activation Activation

(Most convenient - through through Activation through Activation through throush Activation Activation

eSIM: QR code manual manual through manual through manual SM§ through through

scan, launch of launch of SMS launch of SMS launch of phone call phone call

physical sim: app app app app app

launch upon
insertion)



Spotlight

Singtel combines activation and verification processes for
faster and more convenient experience

twimbit

10:44 : o
Register SIM card X New SIM card Capture your face Verifying Registration
T— Enter/Scan your SIM card details! Please wait 2-4 minutes while we
ew car ) ; <
e Register yournew hit'SIM card here | SIM MOBILE NUMBER [_ —| verify your registration.
TN ygeez - P
1200 EXPRY 25 June 2020
Check registration Singtel 00T O TR gaT
status 5250112345678912 ‘
) Stats e e g .
yoursIMeardgsiiccsssfilly 812345678123456789
registered and ready for use ( ) \ m.
voe.  MHITURIMITINNN yese2 P
. 87654321 EXPIRY 23 June 2020
. 1 Singtel [f (w1 i N :
L°g In how: 5250112345678912 Check your registration status by entering
RO TR your prepaid mobile number (82830919) in
[812345678123456789 |
812345678123456789 SIM CODE theiCheck Status pags.
Enter your prepaid mobile number |_ J
SIM Mobile Number

Enter 8-digit number §
Center your face in the frame and

follow the on-screen instructions.

Or top up for others SIM Code

Register new SIM card Enter 18-digit code

CHECK STATUS

By clicking “Continue” you consent to Jumio
collecting and disclosing your biometric data
pursuant to its Privacy Policy
— ——

- — J . — J —_—

Seamless integration of activation process with identity verification process aims to eliminate any extra steps



twimbit

App Innovation




| Account creation (1/2)

twimbit

App . . , , . DITO
T e MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
Account creation
score 3.66 4.33 4.66 4.66 4.32 1.32 3.99 2.33 2.65 1.99
Areas of improvement
. . . . . DITO
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
User identification on
app launch No No No
(New/existing user)
Flexible sign-up options
(either email or phone Email only Phone only Phone only Phone only Phone only Phone only Phone only
number)
Na\{igation gujde .
ayallgble for first time No No No No No
sign in users
Effcisetsir ;’;W"srgzi‘;'ron Requires Requires Requires Requires Requires Requires
authentication (2FA) additional additional additional additional additional additional
being the simplest) password password password password password password
set-up set-up set-up set-up set-up set-up
Number of steps signing
up an account (<2 steps 3 steps >3 steps 3 steps

being the simplest)



| Account creation (2/2)

twimbit

A

. PP . DTAC Singtel TrueMove H Unifi Smartfren Eox Smart CelcomDigi Axis Starhub Umobile

innovation Telecom

Account creation

score 4.00 1.99 2.66 3.33 3.65 3.32 3.32 3.33 2.33 2.33 4.33
Areas of improvement

} . DTAC Singtel TrueMove H Unifi Smartfren Globe Smart CelcomDigi Axis Starhub Umobile
Evaluating criteria Telecom
User identification on
app launch. No No No No No No No
(New/existing user)
Flgxible sigr!-up options
gzggzma’/o’pho"e Phone only Phoneonly  Phoneonly Phoneonly Phoneonly Phoneonly Phoneonly  Phone only
Navigation guide
available for first time
sign in users No No No No
Register or verification
process (2FA being the Requires Requires Requires Requires Requires
simplest) additional additional ~ additional  additional additional
password password password password password
set-up set-up set-up set-up set-up

Number of steps signing
up an account (<2 steps
being the simplest) 3 steps 3 steps >3 steps >3 steps >3 steps



Spotlight

. . , . | | S
im3 streamlines the onboarding experience with flexible fimbit

log-1n and clear navigation

o Good Evening, Guest Q Good Evening, Guest

3of3
10f3 "
Welcome, Personalized Promo & Offers
Use your social media or Apple ID account Your Account Find out exciting promos and offers most suited to your
for quick log in. digital lifestyle.

Login to your account or Register a new account to get
access ands of li contents and promotion € GamesClub O Podcast il Highlight
Checkit out
Google ‘oucher TV Streaming
&Promo & Movies

Facebook

Q@

I

Flexible log-in
options (social
o A toTh ds of
med Ia accou nts ] Or use IM3 mobile number, ct?fSeSSt;le co::taer:‘t: °

or mobile e
browse through our categories.
i ber
n u m be r) IM3 Mobile Num!

+62

Apple ID 20f3

Next

By login, you are agreeing to our
Terms & Conditions and Privacy Policy

Learn why you should Login using IM3 mobile number

Learn More >

—_— Navigation guide for first
time users



| Account information access (1/2)

twimbit

App . . . . . DITO
e ey MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink CelleE
Account
information 5.00 4.33 4.66 4.16 2.83 4.50 4.16 4.16 3.33 4.66
aCCess score
Areas of improvement
. . . . . DITO
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
Ease of logging in
(Face ID + email or phone LeGle e 1 Lacks face ID Lacks face ID Lacks face ID Lacks face ID Lacks face ID g s ke Lb Lacks face ID
number being the most ideal) and 2FA and 2FA and 2FA
App interface or layout Oversized
(Clean with optimum white white space
space and visual cues) il el
visual vues
Strong brand identity .
(Consistent color palette and Inconsistent
typography) colour palatte
Dashboard size is at least
30% of the screen No No
Comprehensive dashboard
information
Basicinfoonly  Basicinfoonly  Basicinfoonly  Basicinfo only Basic info only

(Bill, data usage, SMS, talk
time, plan period, services
subscribed)



| Account information access (2/2)

twimbit

App . . Globe . . .
e e DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
Account
information 4.16 3.58 4.16 3.83 3.91 4.50 4.50 4.41 3.83 433 4.00
acCccess score
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tgll:::m Smart CelcombDigi Axis Starhub Umobile
Ease of logging [n
(Face ID + email or phone Lacks face Lacks face Lacks face Lacks face Lacks face Lacks face Lacks face Lacks face Lacks face
number being the most ideal) ID ID and 2FA ID ID and 2FA ID ID ID ID and 2FA ID and 2FA
App interface or layout
(Clean with optimum white . . Oversized
space and visual cues) Minimal Oversized white
visual cues white space
space
. . Inconsisten
Strong brand identity t
(Consistent color palette and h
typography) typography
Dashboard size
(At least 30% of the screen) <30%
Comprehensive dashboard
information
(Bill, data usage, SMS, talk Basic info Basic info Basic info Basic info Basic info Basic info Basic info Basic info
time, plan period, services only only only only only only only only

subscribed)



Spotlight

|MyRepublic offers an all-in-one dashboard: instantly view
data plan, balance, billing, number, minutes, and SMS

12:09 w = Services 0)

Dashboard ©) Mobile Account: 80435435 (Lite Plan)

Billing Period: 23 May - 22 Jun
Mobile Account: 80435435 (Lite Plan)

Billing Period: 23 May - 22 Jun

Bundled Base Data
10.00 GB total data

10.00

GB remaining

Bundled Base Data
10.00 GB total data

10.00

GB remaining

The dashboard shows all essential

@ information in one view — remaining data,
@ minutes, SMS, plan, billing period

300 / 300 mins 300/ 300 sms
300 / 300 mins 300/ 300 sms

GET AN INSTANT DATA BOOST

Manage Add-ons
CUSTOMISE MY ROAMING

Change your plan freely
With no do wng ade penalty and n
change your plan when you wa t

twimbit



. twimbit
| Payment convenience (1/2)

A . . . . - DITO
inF:f())vation MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
Payment

convenience 4.50 4.00 3.50 3.50 4.50 3.00 3.50 3.00 3.50 4.00
score

Areas of improvement

. . . . . DITO
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
Clear top up/payment
CTA on dashboard No
Dedicated billing or Only for top Only for top
payment page menu up/add on up/add on
service service
purchase purchase
Clear CTA to access e-
statement or transaction No No No No No No No No
history
variety of payment Limited Limited
(credit card, debit card, poaytri];erz]r;t poaﬁ?;ir;t
online banking, e-wallet, P P
ATM)
Able to save preferred No No No No No No

payment methods and
details



. twimbit
| Payment convenience (2/2)

App . . Globe . . .
T vatiOn DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
Payment
convenience 5.00 4.00 4.00 3.50 3.00 5.00 5.00 3.00 3.00 3.00 2.50
score
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tgll:::m Smart CelcomDigi Axis Starhub Umobile
Clear top up/payment
CTA on dashboard No
Dedicated billing or Only for top Only for top Only for top Only for top Only for top Only for top
payment page menu up/adgl on up/adpl on up/adgl on up/adpl on up/adpl on up/adq on
service service service service service service
purchase purchase purchase purchase purchase purchase
Clear CTA to access e-
statement or transaction
history No No No No No No
Variety of payment
methods Limited Limited Limited
(credit card, debit card, payment payment payment
online banking, e-wallet, options options options
ATM)
Able to save preferred No No No No No No No

payment methods and
details



Spotlight

| Globe's dashboard simplifies bill management:
dedicated pages for transaction history and billing

Clear CTA
for reload

12 > 7 ’ _ AR T
Magandang Tanghali, @
@ Gz,

£ ciobo postoaid D

All set!
© Roghstersd

18.16/ 40 GB
Data left
.
Rewards points GCash balance
© 245.90 > @ P0.00 >

Az of Feb 13, 72:25pn

& MY @

Buy Buy Loac
Promos

<@ My Transactions u My Vouchers
&% Globe Postpaid [ aia
Total amount to pay All set!

Your next bill is due on March 05, 2024

Rewards points GCash balance

© 245.90 s @ #0.00 s

245.90 PTS expiring on Mar. 31,2024

eb 14,12:58pm

Your plan usage View details
Data Lifestyle Calls & Text
= All-access data 18.16 GB left

Refreshes on February 16, 2024

Data left as of February 14,2024, 12:40 pm

g For a more accurate view of your data allocation, pull
down the screen to refresh your dashboard or check
back 30 minutes after your last usage.

12:58 B o 56 @m 12:598 o 5G @m)

< ACCOUNT DETAILS < HISTORY

History

Dec 16, 2023 to Jan 15,2024

[ ]
L =

Total amount to pay

£1,098.48

View your Bill

@ Having trouble with bill statements?
We're here to help! Ask for help

Bill Statements  Bill Payments Rewards

LE\ For bill statements older than 24 months,
you may request via this link.

Showing transactions for the

Last 3 months v

— 12/16/2023 - 1/15/2024
B

£1,008.48

11/16/2023 - 12/15/2023
£1,032.48

=+

10/16/2023 - 11/15/2023
#£1,006.50

—
\V S ey T Y R ||

View all past transactions
in one place

twimbit

Access
bills
instantly



' In-app shopping (1/2)

twimbit

App . . . . . DITO
T, MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
In-app shopping
score 2.36 3.74 5.00 4.72 2.35 3.61 4.71 2.36 3.18 3.88
Areas of improvement
. . . . . DITO
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
Purchase done within 3
steps N/A
Purchase
recommendation N/A No No
Product filter available
No O No No No
Offers >3 types of non-
connectivity products s <2 types <2 types <2 types <2 types
Built-in shopping
Partial External External - Partial Partial
Product clarity o o
Limited visuals L|m|t.ed fee Limited visuals L|m|t.ed B
visuals visuals
Offers >3 categories of v V|
<3 categories <3 categories 9 9 -

rewards



| In-app shopping (2/2)

twimbit

App Globe
el DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
In-app shopping
score 3.45 2.90 3.31 2.35 4.72 3.18 2.48 3.45 2.35 2.36 3.18
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe Telecom  Smart CelcomDigi Axis Starhub Umobile
Purchase done within 3
steps 53
Purchase
recommendation No No No No No No No No No
Product filter available
No No No No No No No No
Offers >3 types of non-
connectivity products 2 types <2 types 2 types <2 types <2 types 2 types <2 types No <2 types
Built-in shopping
Partial Partial External Partial Partial External Partial Partial External
Product clarity Limited Limited text & Limited text & Limited text & Limited text & Limited text &
P q Imite Imited tex Imited tex Imited tex S q Imited tex Imited tex
Limited visuals visuals visuals visuals visuals Limited visuals visuals visuals
Offers >3 categories of
rewards <3 3 categories <3 categories 3 categories <3 categories <3 categories No

categories



Spotlight

twimbit

'The MyTelkomsel app offers a streamlined experience for
choosing the right connectivity plan alongside a compelling
rewards program.

Filters help
users choose
the right
connectivity
plan

Pulsa
Rp 11.496

ulsa

Spesial untuk Anda

Kamu Banget Neh

Internet Sokti

99GB | 30.
RpP207.000

Pilih Paket Kuota

@ %

Internet Roomng

Super Seru internet Sokti

Kirim Hadiah
Pulsa dan Paket

Kirim

hat §

140 Poin ©
Kedaluwarsa 31 Des 2024

Tambah Poin

Internet Sakti internet Sakl
104 GB | 30 10968 | 3 Tukar Poin
Rp217.000 Rp227.000

Q Ketik kotamu dan te

Hiburon Tolepon & SMS

o
= -

Super Seru
210 GB | 28 Hari

Belanis

Pilihan Telkomsel

Airport Lounge Prestige

5 R

Airport Lounge
Telkomsel Prestige

Rp250.000

iRz Shopping Gift Lihat Semua ) E-Wallet & Pembayaran Lihat Semua >
GOLD 3
©  CekBenefitnyal ACE Alfamart
Riwayat ~
i
@
: ~
5}
—
Pembelian Voucher ACE  Pembelian Voucher Pembelic Biaya Admin Beli Token Beli Pulsa Telkomsel Beli Toke
ukan rewardmu v Hardware di PaysGift Alfamart di PaysGift Bakmi GI Listrik Hanya Rp500 di H..  Rp100.000 Hanya Rp87... Tanpa M
1Poin 1Poin 1 Poin 5 Poin 5 Poin 5 Poin
Kesehatan dan Kecantikan o .
Yummy Food Lihat Semua ) Home, Living, & Furniture Lihat Semua )

informa

Lihat Semua )

Diskon 30% Semua Paket Diskon 25% Semua Paket Diskon R Diskon Rp75.000 min Diskon 35% maks. Diskon Ry

Yellow Fit Kitchen Yefow Fit Kitchen Ta Wan belanja Rp750.000 (Ne..  Rp50.000 tanpa minim...  belanja

5 Poin 500Pail 10 Poin B 10 Poin
A - - . —_—

Offers a variety of rewards: travel, vouchers,
food & beverages, home, living, furniture, and
more



. o . twimbit
| Gamification (1/2)

App

. . MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO
innovation

Telecommunity

In-app shopping
score 0.00 1.25 1.25 0.00 1.25 3.75 0.00 0.00 1.25 0.00

Areas of improvement

Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telec%ﬂgunity

Fun in-app games
(scratch-to-win, spin-

. . . Unable toplay  Unable to play Unable to play
tO'W.'n) W'th social No No No No with friends with friends No No with friends No
sharing options and family and family and family
Interactive loyalty
programs (mini N A A
; o) as simple as simple 7
games and quizzes games only games only NE e 9 e e i A

beyond daily check-
ins)



| Gamification (2/2)

twimbit

App . - Globe . . .
R Ovation DTAC Singtel TrueMove H Unifi Smartfren Telecom Smart CelcomDigi Axis Starhub Umobile
In-app shopping
score 0.00 0.00 2.50 0.00 3.75 0.00 0.00 0.00 3.75 0.00 0.00
Areas of improvement
; . DTAC Singtel TrueMove H Unifi Smartfren Globe Smart CelcomDigi Axis Starhub Umobile
Evaluating criteria Telecom
(Fsucr;ai?c-r?pt% %f/linl:e;pin Unable to Unable to Unable to
T SR play with play with play with
tO_W.'n) W'th social e e friends and e friends and i e A friends and e e
sharing options family family family
Interactive loyalty
programs (mini Has simple
games and quizzes No No games only No No No No No No

beyond daily check-
ins)



Spotlight

'Smartfren's gamified features encourage user engagements

& SmartPoin Scratch & Win

Rekomendasi Voucher

Dji Mavic Mini

)

-

2

I/—-ﬂ Osmo Mobile 3

Offers fun in-app games like scratch
and win with exciting rewards

Users can accumulate loyalty points
by completing challenges or tasks
within the treasure hunt mini-game

twimbit



Customer care




. - twimbit
| Availahility of customer support channels (1/2)

Customer ) . . . - DITO
S MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink el
Customer

support channel 4.50 4.50 4.00 4.50 3.50 4.00 4.50 3.50 4.50 3.50
score

Areas of improvement

Evaluating criteria . . . . . DITO
MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity

Email No
Hotline

No No
Live-chat on
app/website No
Social media
platforms (2 or <2 platforms
more)
NLP-enabled . . . . . . . . .
chatbots Categorised Categorised Categorised Categorised Categorised Categorised Categorised Categorised Categorised

response only response only response only response only response only response only response only response only response only



| Availahility of customer support channels (2/2)

twimbit

Customer . . Globe . . .
DTAC Singtel TrueMove H Unifi Smartfren Smart CelcomDigi Axis Starhub Umobile
care Telecom
Customer
support channel 3.00 4.50 4.00 4.00 3.50 2.50 2.50 2.50 4.00 4.50 4.00
score
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tglf::m Smart CelcomDigi Axis Starhub Umobile
Email
No No No No No
Hotline
Live-chat on
app/website No No No No
Social medi
P?act:%rnr:é (I2aor <2 platforms <2 platforms <2 platforms <2 platforms
more)
NLP-enabled Categorised Categorised Categorised Categorised Categorised Categorised Categorised Categorised
chatbots response response response No chatbot response response response response response No chatbot
only only only only only only only only



Spotlight

| Hotlink consolidates all support options on a single
webpage, simplifying the customer journey

twimbit

nnnnnnn v @ delivery tracker & log
P PLANS v LIFESTYLE ~ MYHOTLINKv  SERVICESY  Q hotlink §
Get immediate answers in the FAQ © viewauracs —
Skip the waiting time with a quick self-support
Self-Serve Chat With Us
Information, bills, passes and deals — get everything you need Manage youHr a?ciun\t,ve:nd sAerwces g;;‘;‘jé;ézdgom for 2477
7 7 support via Hotlink's WhatsApp at + = . Save our a
gg:;‘e Hotlink Postpaid App, Hotlink App and Hotlink Care S e Offe rs various Customer sSu pport
) otk s —> (©) whatsapp vz —> options (self-service options, chatbot,
) vesiare — B seve our Number — live chat, hotlines, and physical store
R, coreporm - £ vex crat - locations)
Give us a call Visit us
Our dedicated care team is here for you Get on-the-spot assistance and more
PERSONAL & FAMILY @ Find A Store —>
Within Mala ysia ~ Fromal broad

@ Find A seit-serve Kiosk —>
123
from y

1800821123 +603 7492 2123
from other fixed and mobile (standard call charges apply)



Spotlight

| XL offers multiple customer support channels, providing
customers flexibility to choose the most convenient options
for their needs

twimbit

® -
Nearest XL Center location
Hi, Welcome to Livechat xl.co.id. Please fillinyournameand [ SR~ = ihe XL Genternear your location and overcome various problems ranging fom changing cards, o registeing new cards
cellphone number below
Q s
Name *

aaaaaaaaaaaaaaaa

W . Mobile Number *

E-mail

(O I have read & agree to these terms & conditions

START CHAT

Helps pinpoint nearest
branch

Other support channels available:
Live chat Social media platforms Hotline, email



| Time taken to respond to query (1/2)

twimbit

Customer . . . . . DITO
—— MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink el
Customer
support channel 3.00 4.00 2.00 4.00 2.19 3.00 4.00 3.00 2.60 3.00
Score
Areas of improvement
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink 1, c[;ﬂ-gunity
Emal Within 24 Within 24 Within 24
(Replied within 12 hours) Ithin v Ithin Ithin v 2 2
P >36 hours hours No response V] hours hours V] V] V] N/A
Hotline (Within 2 minutes
being ideal
eing ideal) >5 mins N/A 3 mins N/A 5 min No response
Live-chat on app/website
Hotline (Within 2 minutes M2
being ideal) 3 mins N/A 5 mins >5 min No response 4 mins 9 No response
Social media platf , , , : v : ,
ocia. media ptatiorm No >5 mins >5 mins >5 mins 4 mins V] >5 mins No response >5 mins
(Within 2 minutes being
ideal)
Uncategorised Uncategorised  Uncategorised Uncategorised  Uncategorised
. . chatbot . . chatbot chatbot . chatbot chatbot .
Conversational AI (Instant Categorised cannot Uncategorised  Uncategorised cannot cannot Uncategorised cannot cannot Categorised
natural language response, chatbot cé)nnect to G et co’nnect toa co,nnect toa chane co,nnect toa co,nnect toa G ChY
able to connect with live live agent live agent live agent live agent live agent

agent being ideal)



| Time taken to respond to

query (2/2)

twimbit

Customer . - Globe . . .
DTAC Singtel TrueMove H Unifi Smartfren Smart CelcomDigi Axis Starhub Umobile
care Telecom
Customer
support channel 3.00 4.00 3.00 4.00 4.00 1.00 1.00 2.00 4.00 4.00 1.00
score
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tgllg::m Smart CelcomDigi Axis Starhub Umobile
Email o
(Replied within 12 hours) N/A N/A N/A N/A N/A 24 hours >36 hours
Hotline (Within 2 minutes
being ideal) 3 mins 3 min 4 mins No response No response  No response >5 mins
Live-chat on app/website
Hotline (Within 2 minutes
being id(eal) N/A No response 3 mins N/A N/A N/A 3 mins >5 mins
Social media platform No response >5 mins >5 mins >5 mins >5 mins No response >5 mins No response >5 mins
(Within 2 minutes being
ideal)
© t . . C t . . © t © t .
Conversational Al (Instant cona;mrlzr::? 5 Uncategoris Uncategoris coné:lnenc? to N/A Categorised Categorised cone:lnencot % cona;mrlzr::? % Categorised N/A
natural language response, live agent ed chatbot ed chatbot live agent chatbotonly  chatbot only live agent live agent chatbot only

able to connect with live
agent being ideal)
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| Self-service potential: FAQs (1/2)

Customer
S MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telec%ﬂr?]unity
FAQ score 3.95 4.16 4.16 3.11 2.70 1.86 3.11 3.74 2.70 2.70

Areas of improvement

Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telec%ﬂgunity
Clarity of FAQsl Not Not Not
(FAQs categorized Not updated Not updated categorised Not updated Not updated Not updated categorised categorised
and updated and updated and updated and updated
progressively)

Visual cues available

for categorized FAQ No visual cues No visual cues No visual cues No visual cues No visual cues No visual cues No visual cues
Clear answers with
visual aids . . . . . . . . .

No visual cues No visual cues No visual cues No visual cues No visual cues No visual cues No visual cues No visual cues No visual cues

Customer support

CTA available on FAQ
o No



| Self-service potential: FAQs (2/2)

twimbit

Customer . . Globe . . .
DTAC Singtel TrueMove H Unifi Smartfren Smart CelcombDigi Axis Starhub Umobile
care Telecom
FAQ score
3.11 1.86 4.58 1.45 1.45 1.45 3.33 1.87 3.73 3.74 1.86
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Tglf:oem Smart CelcombDigi Axis Starhub Umobile
CbMyMFNk‘ Not Not Not
(FAQs categorized Not updated  Notupdated  Not updated categorised categorised categorised Not updated  Notupdated  Notupdated  Not updated Not updated
and updated and updated  and updated  and updated
progressively)

Visual cues available
for categorized FAQ

Clear answers with
visual aids

Customer support
CTA available on FAQ
site

No visual
cues

No visual
cues

No visual
cues

No visual
cues

No visual
cues

No visual
cues

No

No visual
cues

No

No visual
cues

No visual
cues

No

No

No visual
cues

No visual
cues

No

No visual
cues

No visual
cues

No visual
cues

No visual
cues

No



Spotlight

'TrueMove provides easy access to FAQs with visual aids
for easier issue resolution and simplified troubleshooting

twimbit

2299 e | SR HUBC- 723
£ Swpport Conter ( Easily check balance, pay... Close
v e o — —_—
angepachage e eing uniie iwa = true @

D . b ] Support > Account & Billing > Bill & Pay
- LD
Easily check balance, pay bills by fingertip
"~ vels ey ik True
prepe et and poarpaid Ordane

- _'ﬂ ' lEnzsoa sl & 4 : FAQs provide clear and concise
: d fooce f(( " answers about billing, plans, and
e services with visual cues

mnanisaadsasuinsaai Iguauey

"
aninginluu wiaasdeingiszAusnisluuan
yiludsiizaaSaniu

@wnsaqisnsinoea elaieg dwng lo
e wasia Fldauadidutu wasnadou sy
U3NSAUY BaNg
1. Wauavnialiv n lowosia adn
2. dhgsrundsadiinta wia Sua Aamadsy

| Sewidevamin el
2

aaaaa pugudAn®ian ‘
Chat & Shop
T




| Self-service potential: IVRs (1/2)

Customer

twimbit

. . . . . DITO
care MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecommunity
IVR score

3.00 3.00 2.60 2.60 N/A 2.00 2.60 N/A 3.00 N/A
Areas of improvement
Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink Telecgﬂgunity

Basic functions available M2 M M M2 V| M V|

(bill checking, account @ L] G @ N/A G @ N/A @ N/A

information, e-

statement)

Can purchase add-on N/A N/A N/A

value added services

No advertisement or >1p/a >1p/a N/A No >1p/a N/A N/A

public announcement

(p/a)

Personalized IVR

functions based on No No No No N/A No No N/A No N/A

customer phone number

and past IVR behaviour

Speech recognition and No No No No N/A No No N/A No N/A

Al-enabled



| Self-service potential: IVRs (2/2)

twimbit

Customer . . - . :
DTAC Singtel TrueMove H Unifi Smartfren EEx Smart CelcomDigi Axis Starhub Umobile
care Telecom
IVR score
2.40 2.00 2.80 N/A 2.00 2.00 1.40 1.60 2.40 2.00 3.00
Areas of improvement
Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren TSllg::m Smart CelcomDigi Axis Starhub Umobile
Basic functions available M M M M M M M M M
(bill checking, account @ @ @ N/A No @ @ @ @ @ @
information, e-
statement)
v v V) V) V)

Can purchase add-on 9 No 9 N/A 9 No No No 9 No 2
value added services
No advertisement or Limited ads Limited ads Limited ads
public announcement and p/a 1p/a N/A and p/a >1p/a and p/a
(p/a)
Persqnalized IVR
functions based on No No No N/A No No No N/A No No No
customer phone number
and past IVR behaviour
Speech recognition and No No No N/A No No No N/A No No No

Al-enabled
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CX Stars
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| Best Purchase Journey

Telkomsel

* yaﬂdﬂ

4.02 4.54 3.62



. . twimbit
| Best Delivery Convenience

<
= AIS

SIMBA DITO ~{ dtac 2smart

TELECOMMUNITY



. . twimbit
| Best Activation Process

-
~ AIS ¥ MyRepublic’

0 hotlink 3\ Siﬁé;:c'el

4.72 5.00 4.67
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| Best App Innovation s

M3
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| Best Customer Care

% MyRepublic’ true

3.61 3.92 3.60
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® Key takeaways:

Analyst's Recommendations




Simplified discovery

. Differentiate between new
and existing users during
the initial journey

. Offer relevant information
and plans

/ Seamless activation

*  Simplify activation steps with
easy-to-understand visuals

| *  E-SIM: Provide instant payment

| confirmation; consolidated
emails with order details and

| clear activation instructions

|

Personalised plan
comparison

Allow customers to
customise which plans
they want to compare,
resulting in more
informed decisions

Delivery option

Offer convenient e-SIM
options

Allow users to choose
preferred date/time for
delivery

Streamlined acquisition and activation

Preferred number \
selection

Empower customers to
key in their preferred

I
I
number and choose )
from generated options
for a personalised
I
/

touch

Frictionless purchase

* Ensure a purchase process
with less than 5 steps,
allowing keying in preferred
top-up amounts and advance
top-ups

twimbit

Flexible checkout

Enable service and add-on
customisation during checkout,
alongside plan change options
before payment



twimbit

Intuitive app experience and self-service management

@ 0 o
~ e _ — —ee———----. . ,_,_,_,_,_,_,_tt L,
N Guided Navigation

AN
\ +  Offer a navigation guide for first-
Effortless verification Immediate Activation \ time users during their initial app
! sign-in

*  Enable swift self-service *  Enable instant activation via QR | &

verification (under 1 code (e-SIM) or app launch upon |

minute) using ID and email SIM insertion (physical SIM) |

or a secure OTP (one-time

passcode) I

Informative Dashboard

/7 *  Provide a comprehensive dashboard
/ displaying account information (bill,
data usage, plan details), payment
method management, and in-app
shopping options

/ Product filtering Simplified Shopping

+ Integrate a product filter feature .

¢ S Enable in-app purchase within 3 steps
for easy discovery within the app

and personalise recommendations
based on past purchases



twimbit

Enhancing engagement and loyalty

Diversified value proposition

»  Offer non-connectivity services across entertainment, education, personal finance, delivery, and e-commerce
to add value

Rewarding incentives

*  Provide a variety of rewards and vouchers across more than 3 categories (e.g., food & beverage, travel, entertainment)
to cater to diverse preferences

Gamification

* Design a loyalty program beyond simple check-ins, incorporating mini-games and interactive elements to
increase engagement and earn loyalty points

°
0
¢



I
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I
G Comprehensive and accessible customer service

~
~N— - __ __ . _—_—— .
G _°\ ~ Rapid response

Multi-channel accessibility «  Prioritise fast response times

across all channels.

*  Ensure customer service accessibility across
various channels: email, hotline, social media,
live chat, and conversational AI with NLP
(natural language processing) capabilities.

. S — -
Visual assistance

AI-powered voice assistance *  Offervisual aids (FAQs with
visual cues) for self-service

) ) , support.
+ Implement personalized IVR functions with speech

recognition and AI capabilities for a more intuitive experience.
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Innovate to deliver
exceptional experiences

reachus@twimbit.com www.twimbit.com



