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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.



The Digital Experience 
(TDEX) score of the 
23 telcos in ASEAN



Shortlisted the top telcos in Indonesia, Malaysia, Philippines, Singapore and Thailand

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

Defined 5 key success metrics and 21 sub-parameters

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

Weighted scores were given to identify ASEAN’s top telco companies
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Limitation and challenges: We prioritized benchmarking the top telcos in each country only.

Our research methodology 



Twimbit TDEX score
A diagnostic framework to evaluate the digital experience of a company

Purchase 
journey

Delivery 
convenience

Activation 
process

Innovation of 
telco app Customer care

Discovery journey

Clarity of plans/products

Confirmation of purchase

Number of steps taken 
to purchase a new plan

Reload convenience

Physical SIM

E-SIM

Clarity of activation 
process

Verification convenience

Activation convenience

Creating account

Account info access

Payment convenience

In-app shopping

Gamification

Customer support channels

Time taken to respond to query

Self-service potential: FAQs

Self-service potential: IVRs



Regional-level analysis

© GeoNames, Microsoft, TomTom
Powered by Bing

#3 Malaysia, 3.27

#2 Singapore, 3.44

#2 Thailand, 3.44

#1 Indonesia, 3.50

#4 Philippines, 3.26



TDEX score of 21 telcos in ASEAN (1/2)

Telco Purchase score Delivery score Activation process 
score

Mobile app 
innovation score

Customer support 
score Final score

MyRepublic 3.51 3.44 5.00 3.88 3.61 3.89

XL 4.02 3.91 4.03 3.53 3.67 3.83

Telkomsel 4.54 3.91 3.19 3.81 3.19 3.73

im3 3.32 3.28 3.89 4.26 3.55 3.66

Yoodoo 3.62 3.91 4.58 3.05 2.80 3.59

AIS 2.42 4.53 5.00 3.24 2.72 3.58

Tri 3.34 3.28 3.61 4.09 3.55 3.57

Simba 3.04 4.38 4.03 2.96 3.41 3.56

Hotlink 3.12 3.44 4.72 2.78 3.20 3.45

DITO Telecommunity 3.27 4.06 3.22 3.63 3.07 3.45
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Telco Purchase score Delivery score Activation process 
score

Mobile app innovation 
score

Customer support 
score Final score

DTAC 2.66 4.06 3.36 4.15 2.88 3.42

Singtel 3.09 2.81 4.67 3.12 3.09 3.35

TrueMove H 3.20 2.82 3.72 3.33 3.60 3.33

Unifi 2.16 3.44 4.43 3.25 3.15 3.29

Smartfren 3.31 2.91 3.19 3.81 2.74 3.19

Globe Telecom 3.05 N/A 3.91 4.00 1.74 3.17

Smart 2.12 4.06 3.72 3.83 2.06 3.16

CelcomDigi 2.94 2.81 4.22 3.55 1.99 3.10

Axis 2.59 2.81 2.99 3.05 3.53 3.00

Starhub 3.08 N/A 2.22 3.01 3.56 2.97

Umobile 3.36 0.63 4.72 3.50 2.47
2.94

TDEX score of 21 telcos in ASEAN (2/2)
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How are the telco apps performing? (Part 1)

Purchase journey

Discovery journey

Clarity of plans/products

Confirmation of purchase

No. of steps taken to 
purchase a new plan

Reload convenience

Delivery convenience

Physical sim

e-sim

Activation process

Clarity of activation process

Verification convenience

Activation convenience

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

3.33 3.33 3.33 3.33 2.08 3.33 3.33 2.50 3.33 2.92

4.74 4.74 5.00 4.24 3.91 3.48 4.74 4.31 3.08 3.24

5.00 5.00 5.00 1.67 5.00 0.83 1.67 1.67 0.83 0.83

2.00 4.00 5.00 3.00 4.00 1.00 3.00 4.00 4.00 5.00

2.50 3.01 4.38 4.38 3.13 3.44 3.95 2.70 4.38 4.38

4.38 4.06 4.06 2.81 3.44 4.06 2.81 N/A 3.44 4.06

2.50 3.75 3.75 3.75 4.38 5.00 3.75 4.38 N/A N/A

5.00 4.58 2.91 4.17 4.58 5.00 4.17 2.08 5.00 2.50

5.00 4.50 3.65 4.50 4.15 5.00 3.65 5.00 4.15 3.15

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.)

Innovation of telco app

Creating account

Account info access

Payment convenience

In-app shoppping

Gamification

Customer care

Customer support 
channels

Time taken to respond to 
query

Self-service potential: 
FAQs

Self-service potential: 
IVRs

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

3.66 4.33 4.66 4.66 4.32 1.32 3.99 2.33 2.65 1.99

5.00 4.33 4.66 4.16 2.83 4.50 4.16 4.16 3.33 4.66

4.50 4.00 3.50 3.50 4.50 3.00 3.50 3.00 3.50 4.00

2.36 3.74 5.00 4.72 2.35 3.61 4.71 2.36 3.18 3.88

N/A 1.25 1.25 N/A 1.25 3.75 N/A N/A 1.25 N/A

4.50 3.50 4.00 4.50 3.50 4.00 4.50 3.50 4.50 3.50

3.00 4.00 2.00 4.00 2.19 3.00 4.00 3.00 2.60 3.00

3.95 4.16 4.16 3.11 2.70 1.86 3.11 3.74 2.70 2.70

3.00 3.00 2.60 2.60 N/A 2.00 2.60 N/A 3.00 N/A



How are the telco apps performing? (Part 2)

Purchase journey

Discovery journey

Clarity of plans/products

Confirmation of purchase

No. of steps taken to 
purchase a new plan

Reload convenience

Delivery convenience

Physical sim

e-sim

Purchase journey

Clarity of activation process

Verification convenience

Activation convenience

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

3.33 3.33 3.33 2.92 2.92 2.92 3.33 3.33 2.92 3.33 3.33

3.74 3.74 2.48 4.06 4.24 2.56 3.06 3.81 4.24 3.91 4.74

0.83 0.83 0.83 0.83 1.67 0.83 0.83 0.83 0.83 0.83 1.67

1.00 4.00 5.00 1.00 5.00 5.00 1.00 3.00 1.00 4.00 3.00

4.38 3.54 4.38 1.98 2.7 3.95 2.39 3.75 3.95 3.33 4.06

4.06 2.81 2.82 3.44 4.06 N/A 4.06 2.81 2.81 N/A 0.63

N/A N/A N/A N/A 2.5 N/A N/A N/A N/A N/A N/A

2.92 5.00 4.17 4.58 2.91 4.58 5.00 5.00 3.33 3.33 4.17

4.15 4.00 4.00 4.15 3.65 3.15 3.15 3.65 3.65 1.33 5.00

3.00 5.00 3.00 4.00 3.00 4.00 3.00 4.00 2.00 2.00 5.00



How are the telco apps performing? (Part 2 – Cont.)

Innovation of telco app

Creating account

Account info access

Payment convenience

In-app shoppping

Gamification

Customer care

Customer support 
channels

Time taken to respond to 
query

Self-service potential: 
FAQs

Self-service potential: 
IVRs

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

4.00 1.99 2.66 3.33 3.65 3.32 3.32 3.33 2.33 2.33 4.33

4.16 3.58 4.16 3.83 3.91 4.50 4.50 4.41 3.83 4.33 4.00

5.00 4.00 4.00 3.50 3.00 5.00 5.00 3.00 3.00 3.00 2.50

3.45 2.90 3.31 2.35 4.72 3.18 2.48 3.45 2.35 2.36 3.18

N/A N/A 2.50 N/A 3.75 N/A N/A N/A 3.75 N/A N/A

3.00 4.50 4.00 4.00 3.50 2.50 2.50 2.50 4.00 4.50 4.00

3.00 4.00 3.00 4.00 4.00 1.00 1.00 2.00 4.00 4.00 1.00

3.11 1.86 4.58 1.45 1.45 1.45 3.33 1.87 3.73 3.74 1.86

2.40 2.00 2.80 N/A 2.00 2.00 1.40 1.60 2.40 2.00 3.00



1st Journey

Purchasing process



✅ ✅ ✅ ✅ Minimal/no 
visual cues ✅ ✅ ✅ ✅ ✅

✅ ✅ ✅ ✅ ✅ ✅ ✅

Inconsistent 
colour palatte 

and visual 
style

✅ Inconsistent 
visual style

No No No No No No No No No No

Discovery journey (1/2)

Purchasing 
process

Discovery 
journey score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

3.33 3.33 3.33 3.33 2.08 3.33 3.33 2.5 3.33 2.92

Areas of improvement

Evaluating criteria

Strong brand identity on 
website (Consistent colour 
palette, Language, Typography 
and Visual style)

Website aesthetic (Clean 
display, Optimum white space, 
Sufficient visual aids)

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

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity



✅ ✅ ✅
Has 

oversized 
whitespace

Has 
oversized 

white space

Has 
oversized 

white space

Has 
oversized 

white space
✅

Has 
oversized 

white space
✅ ✅

✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅

No No No No No No No No No No No

Discovery journey (2/2)

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

3.33 3.33 3.33 2.92 2.92 2.92 3.33 3.33 2.92 3.33 3.33

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

Strong brand identity
(Consistent colour palette, 
language, Typography and Visual 
style)

Website aesthetic 
(Clean display, Optimum white 
space and Sufficient visual aids)

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

Purchasing 
process

Discovery 
journey score

Areas of improvement

Evaluating criteria



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

Rounded edges and a balanced color 
palette create a welcoming and user-

friendly atmosphere

Strategic use of icons allows users to 
quickly grasp available options

Spotlight



✅ ✅ ✅ ✅ Unclear pricing Unclear pricing ✅ Highlights key 
features only 

Unclear pricing, 
no CTA button ✅

Not 
customisable

Not 
customisable ✅ Not 

customisable
Not 

customisable
Not 

customisable
Not 

customisable
Not 

customisable
Not 

customisable No

✅ ✅ ✅ ✅ Highlights key 
features only 

Highlights key 
features only ✅ ✅ ✅ No

✅ ✅ ✅ ✅ ✅ 3-4 mins ✅ 3-4 mins 5 mins ✅

✅ ✅ ✅
Choose from 
preselected 

numbers
✅ ✅ ✅ ✅

Choose from 
preselected 

numbers
No

Clarity of plans/products (1/2)

Purchasing 
process

Product clarity 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

4.74 4.74 5.00 4.24 3.91 3.48 4.74 4.31 3.08 3.24

Areas of improvement

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

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



Clarity of plans/products (2/2)

Purchasing 
process

Discovery 
journey score

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

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

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

✅ ✅
Highlights key 
features only, 
No CTA button

Highlights key 
features 

only 
✅

Highlights
key 

features only 

Highlights 
key features 

only 

Highlights 
key 

features only 
✅ No CTA buton ✅

No Not 
customisable No No No No No No No No No

Highlights key 
features only ✅ Highlights key 

features only 

Highlights 
key 

features 
only 

✅
Highlights 

key 
features only 

Highlights 
key features 

only 

Highlights 
key 

Features
only 

✅ ✅ ✅

5 mins ✅ 3-4 mins ✅ ✅ 5 mins ✅ 3-4 mins ✅ ✅ ✅

✅ No No ✅
Choose from 
preselected 

numbers
N/A No ✅

Choose from 
preselected 

numbers

Choose from 
preselected 

numbers
✅

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



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

Generates recommended 
numbers from preferred digits 

Spotlight



✅ ✅ ✅ ✅ ✅
Brief outline 
on plan and 

prices
✅ ✅

Brief outline 
on plan and 

prices
Brief outline

✅ ✅ ✅ No ✅ No No No No No

✅ ✅ ✅ No ✅ No No No No No

Confirmation of purchase (1/2)

Purchasing 
process

Confirmation of 
purchase score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

5.00 5.00 5.00 1.67 5.00 0.83 1.67 1.67 0.83 0.83

Areas of improvement

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

Order summary with 
detailed breakdown 
(features, service 
coverage, pricing)

Able to customize 
or add on services 
(data, voice time, 
SMS) before check out 
or during payment 
stage

Flexibility to change 
plan before payment



Confirmation of purchase (2/2)

Purchasing 
process

Confirmation of 
purchase score

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

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 Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

Brief outline 
on plan and 

prices

Brief outline 
on plan and 

prices

Brief outline 
on plan and 

prices

Brief outline 
on plan and 

prices
✅

Brief 
outline on 
plan and 

prices

Brief 
outline on 
plan and 

prices

Brief outline 
on plan and 

prices

Brief outline 
on plan and 

prices

Brief outline 
on plan and 

prices
✅

No No No No No No No No No No No

No No No No No No No No No No No

Order summary with 
detailed breakdown 
(features, service 
coverage, pricing)

Able to customize 
or add on services 
(data, voice time, 
SMS) before check out 
or during payment 
stage

Flexibility to change 
plan before payment



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

Detailed order 
breakdown 

Gives customers the 
flexibility to modify 

data plan before 
checkout

Estimated delivery date 
informs customers 
when to expect their 
order

Spotlight



7 clicks 5 clicks ✅ 6 clicks 5 clicks >7 clicks 6 clicks 5 clicks 5 clicks ✅

Number of clicks to purchase telco (1/2)

Purchasing 
process

Number of 
clicks to 
purchase telco

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

2.00 4.00 5.00 3.00 4.00 1.00 3.00 4.00 4.00 5.00

Areas of improvement

Evaluating criteria

Number of clicks taken 
from selecting a plan 
to payment stage
(<5 clicks being the 
simplest)

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity



Number of clicks to purchase telco (2/2)

Purchasing 
process

Number of clicks 
to purchase 
telco

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

1.00 4.00 5.00 1.00 5.00 5.00 1.00 3.00 1.00 4.00 3.00

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

>7 clicks 5 clicks ✅ >7 clicks ✅ ✅ >7 clicks 6 clicks >7 clicks 5 clicks 6 clicks

Areas of improvement

Evaluating criteria

Number of clicks taken 
from selecting a plan 
to payment stage
(<5 clicks being the 
simplest)



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

Select payment 
method

Quick order summary

Terms and condition

Fill in personal details 
and address

Spotlight



Reload convenience (1/2)

Purchasing 
process

Reload 
convenience  
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

2.5 3.01 4.38 4.38 3.13 3.44 3.95 2.7 4.38 4.38

No
Less than 6 
pre-defined 

top-up options

More than 6 
pre-defined 

top-up options

More than 6 
pre-defined 

top-up options

More than 6 
pre-defined 

top-up options

Less than 6 
pre-defined 

top-up options

More than 6 
pre-defined 

top-up options

More than 6 
pre-defined 

top-up options

More than 6 
pre-defined 

top-up options
✅

✅ >2 mins ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅

✅ 5 clicks ✅ ✅ ✅ ✅ 5 clicks 5 clicks ✅ ✅

No ✅ ✅ ✅ No No pay-later 
reload ✅ No ✅ No pay-later 

reload

Areas of improvement

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

Customisable top-up 
options

Time taken to complete 
top up 
(<2 minutes being the 
fastest)

Clicks to complete top 
up
(<5 clicks being the 
simplest)

Alternative top up 
(request from others, 
top up for others, pay-
later reload)



Reload convenience (2/2)

Purchasing 
process

Reload 
convenience  
score

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

4.38 3.54 4.38 1.98 2.7 3.95 2.39 3.75 3.95 3.33 4.06

✅

More than 6 
pre-defined 

top-up 
options

✅

Less than 6 
pre-defined 

top-up 
options

More than 6 
pre-defined 

top-up 
options

✅

Less than 6 
pre-defined 

top-up 
options

More than 6 
pre-defined 

top-up 
options

More than 6 
pre-defined 

top-up 
options

More than 6 
pre-defined 

top-up 
options

Less than 6 
pre-defined 

top-up 
options

>2 mins ✅ >2 mins ✅ ✅ >2 mins >2 mins ✅ ✅ ✅ ✅

✅ >5 clicks ✅ >5 clicks 5 clicks 5 clicks 5 clicks ✅ 5 clicks 5 clicks ✅

✅ ✅ ✅ No No ✅ No pay-later 
reload

No pay-later 
reload ✅ No pay-later 

reload ✅

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

Customisable top-up 
options

Time taken to complete 
top up 
(<2 minutes being the 
fastest)

Clicks to complete top 
up
(<5 clicks being the 
simplest)

Alternative top up 
(request from others, 
top up for others, pay-
later reload)



Hotlink simplifies reloading: Provide unmatched ease 
with simple steps and even emergency top-ups

More than 6 predefined top up 
options

Offers the option for pay-later reload (SOS top 
up), request, and share credit with others

Spotlight



2nd Journey

Delivery convenience



Delivery of physical sim (1/2)

Delivery 
convenience

Physical sim 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

4.38 4.06 4.06 2.81 3.44 4.06 2.81 N/A 3.44 4.06

Preferred date 
only No No No No No No N/A Preferred date 

only No

✅ ✅ ✅ ✅ ✅ ✅ ✅ N/A ✅ ✅

✅ ✅ ✅ No ✅ ✅ No N/A ✅ ✅

✅ ✅ ✅ ✅ 1-2 days 
delayed ✅ ✅ N/A Delayed >2 

days ✅

Areas of improvement

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

Scheduled delivery 
available (preferred 
date and time)

Delivery fee is stated 
clearly

Able to track delivery 
status

Delivery timeliness

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



Delivery of physical sim (2/2)

Delivery 
convenience

Physical sim 
score

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

4.06 2.81 2.82 3.44 4.06 N/A 4.06 2.81 2.81 N/A 0.63

No No No No No N/A No No No N/A No

✅ ✅ ✅ ✅ ✅ N/A ✅ ✅ ✅ N/A No

✅ No No ✅ ✅ N/A ✅ No No N/A No

✅ ✅ ✅ 1-2 days ✅ N/A ✅ ✅ ✅ N/A Delayed

Areas of improvement

Evaluating criteria
DTAC Singtel TrueMove H Unifi Smartfren Globe 

Telecom Smart CelcomDigi Axis Starhub Umobile

Scheduled delivery 
available (preferred 
date and time)

Delivery fee is stated 
clearly

Able to track delivery 
status

Delivery timeliness

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



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

Customers can choose their preferred 
delivery date

MyRepublic sends customers 
an email of the delivery date

Customers can easily track their delivery 
through the website and ninjabot 

Spotlight



Delivery of e-sim*

Delivery 
convenience

E-sim score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Smartfren

2.50 3.75 3.75 3.75 4.38 5.00 3.75 4.38 2.50

Delayed email 
notification, 
delivered to 
junk/spam

Delivered to 
junk/spam

Delivered to 
junk/spam

Delivered to 
junk/spam ✅ ✅

Delivered to 
junk/spam ✅

Delayed email 
notification, 
delivered to 
junk/spam

Multiple 
emails 

Multiple 
emails 

Multiple 
emails 

Multiple 
emails 

Multiple 
emails ✅

Multiple 
emails 

Multiple 
emails 

Multiple 
emails

Areas of improvement

Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Smartfren

Instant purchase 
confirmation delivered 
to inbox 

Number of emails 
received post-payment 
(1 consolidated email 
with order details and 
clear next steps being 
the best)

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



AIS streamlines eSIM purchases with one clear 
confirmation email

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

Clear instructions with visuals to help guide customers on how to 
set up the e-SIM on their phones

Spotlight



3rd Journey

Activation process



Clarity of activation process (1/2)

Activation 
process

Product clarity 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

5.00 4.58 2.91 4.17 4.58 5.00 4.17 2.08 5.00 2.50

✅ Minimal/no 
visual cues

Minimal/no 
visual cues

Minimal/no 
visual cues

Minimal/no 
visual cues ✅ Minimal/no 

visual cues
Minimal/no 
visual cues ✅ Minimal/no 

visual cues

✅ ✅ ✅ Inconsistent 
typography ✅ ✅ Inconsistent 

typography

Inconsistent 
colour palatte 

and visual 
style

✅ Inconsistent 
visuals

✅ ✅ No ✅ ✅ ✅ ✅ No ✅ No

Areas of improvement

Evaluating criteria MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink 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



Clarity of activation process (2/2)

Activation 
process

Product clarity 
score

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

2.92 5.00 4.17 4.58 2.91 4.58 5.00 5.00 3.33 3.33 4.17

✅ ✅ Minimal/no 
visual cues

Oversized 
white space 

Minimal/n
o visual 

cues
✅ ✅ ✅

Oversized 
white 
space, 

minimal 
visual cues

✅ Minimal/no 
visual cues

Inconsistent 
typo ✅ Inconsistent 

typo ✅ ✅ Inconsistent 
visual style ✅ ✅

Inconsiste
nt colour 
palette & 

visual style

✅ ✅

No ✅ ✅ ✅ No ✅ ✅ ✅ ✅ No ✅

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

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



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

Instruction email with clean layout 
and and clear instructions

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

Spotlight



CelcomDigi simplifies SIM activation with clear 
instructions and sleek design for an effortless experience

Wallet-size packaging with sleek 
design in line with brand aesthetics 

Clear activation instructions 
with visual cues

Spotlight



Verification convenience (1/2)

Activation 
process

Verification 
convenience 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

5.00 4.50 3.65 4.50 4.15 5.00 3.65 5.00 4.15 3.15

✅ ✅

Additional 
personal 
details 
needed

✅

Additional 
personal 
details 
needed

✅

Additional 
personal 
details 
needed

✅

Additional 
personal 
details 
needed

Additional 
personal 
details 
needed

✅ 2 mins 2 mins 2 mins ✅ ✅ 2 mins ✅ ✅
Physical 

store 
verification

Areas of improvement

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

Identity verification 
convenience
(ID + email/OTP 
code being the 
simplest)

Time taken for 
verification process 
(<1 min being the 
fastest)



Verification convenience (2/2)

Activation 
process

Verification 
convenience 
score

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

4.15 4.00 4.00 4.15 3.65 3.15 3.15 3.65 3.65 1.33 5.00

Additional 
personal 
details 
needed

✅ ✅

Additional 
personal 
details 
needed

Additional 
personal 
details 
needed

Additional 
personal 
details 
needed

Additional 
personal 
details 
needed

Additional 
personal 
details 
needed

Additional 
personal 
details 
needed

Physical 
verification ✅

✅ 3mins 3mins ✅ 2 mins 3 mins 3 mins 2 mins 2 mins Phsyical 
store ✅

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

Identity verification 
convenience
(ID + email/OTP 
code being the 
simplest)

Time taken for 
verification process 
(<1 min being the 
fastest)



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

Simba requires personal details, but 
Singpass makes it quick and easy to 
input these details

Spotlight



Activation convenience (1/2)

Activation 
process

Activation 
convenience 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

5.00 3.00 3.00 3.00 5.00 5.00 3.00 5.00 5.00 4.00

✅

Activation 
through 
manual 

launch of 
app

Activation 
through 
manual 

launch of 
app

Activation 
through 
manual 

launch of 
app

✅ ✅

Activation 
through 
manual 

launch of 
app

✅ ✅
Activation 
through 

SMS

Areas of improvement

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

SIM activation 
method 
(Most convenient -
eSIM: QR code 
scan, 
physical sim: app 
launch upon 
insertion)



Activation convenience (2/2)

Activation 
process

Activation 
convenience 
score

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

3.00 5.00 3.00 4.00 3.00 4.00 3.00 4.00 2.00 2.00 5.00

Activation 
through 
manual 

launch of 
app

✅

Activation 
through 
manual 

launch of 
app

Activation 
through 

SMS

Activation 
through 
manual 

launch of 
app

Activation 
through 

SMS

Activation 
through 
manual 

launch of 
app

Activation 
through 

SMS

Activation 
through 

phone call

Activation 
through 

phone call
✅

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

SIM activation 
method 
(Most convenient -
eSIM: QR code 
scan, 
physical sim: app 
launch upon 
insertion)



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

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

Spotlight



4th Journey

App innovation



Account creation (1/2)

App 
innovation

Account creation 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

3.66 4.33 4.66 4.66 4.32 1.32 3.99 2.33 2.65 1.99

✅
✅

✅ ✅ ✅ No ✅ No ✅ No

Email only Phone only ✅ ✅ ✅ Phone only Phone only Phone only Phone only Phone only

No ✅ ✅ ✅ ✅ No ✅ No No No

✅ ✅

Requires 
additional 
password 

set-up

Requires 
additional 
password 

set-up

✅

Requires 
additional 
password 

set-up

Requires 
additional 
password 

set-up

✅
Requires 

additional 
password 

set-up

Requires 
additional 
password 

set-up

✅ ✅ ✅ ✅ 3 steps >3 steps ✅ ✅ 3 steps ✅

Areas of improvement

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

User identification on 
app launch 
(New/existing user)

Flexible sign-up options 
(either email or phone 
number)

Navigation guide 
available for first time 
sign in users

Register or verification 
process (Two-factor 
authentication (2FA) 
being the simplest)

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



Account creation (2/2)

App 
innovation

Account creation 
score

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

4.00 1.99 2.66 3.33 3.65 3.32 3.32 3.33 2.33 2.33 4.33

No No No No ✅ ✅ ✅ No No No ✅

✅ Phone only ✅ ✅ Phone only Phone only Phone only Phone only Phone only Phone only Phone only

✅ No No No ✅ ✅ ✅ ✅ ✅ No ✅

✅

Requires 
additional 
password 

set-up

✅ ✅

Requires 
additional 
password 

set-up

Requires 
additional 
password 

set-up

Requires 
additional 
password 

set-up

✅

Requires 
additional 
password 

set-up

✅ ✅

✅ ✅ 3 steps ✅ 3 steps >3 steps >3 steps ✅ >3 steps ✅ ✅

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

User identification on 
app launch 
(New/existing user)

Flexible sign-up options 
(either email or phone 
number)

Navigation guide 
available for first time 
sign in users

Register or verification 
process (2FA being the 
simplest)

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



im3 streamlines the onboarding experience with flexible 
log-in and clear navigation

Navigation guide for first 
time users

Flexible log-in 
options (social 

media accounts 
or mobile 
number)

Spotlight



Account information access (1/2)

App 
innovation

Account 
information 
access score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

5.00 4.33 4.66 4.16 2.83 4.50 4.16 4.16 3.33 4.66

✅ Lacks face ID 
and 2FA Lacks face ID Lacks face ID Lacks face ID 

and 2FA ✅ Lacks face ID Lacks face ID Lacks face ID 
and 2FA Lacks face ID

✅ ✅ ✅ ✅

Oversized 
white space 
with minimal 
visual vues

✅ ✅
✅

✅ ✅

✅ ✅ ✅ ✅ ✅ ✅ ✅ Inconsistent 
colour palatte ✅ ✅

✅ ✅ ✅ ✅ No ✅ ✅ ✅ No ✅

✅ ✅ ✅ Basic info only Basic info only Basic info only Basic info only ✅ Basic info only ✅

Areas of improvement

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

Ease of logging in
(Face ID + email or phone 
number being the most ideal) 

App interface or layout
(Clean with optimum white 
space and visual cues)

Strong brand identity 
(Consistent color palette and 
typography)

Dashboard size is at least 
30% of the screen

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



Account information access (2/2)

App 
innovation

Account 
information 
access score

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

4.16 3.58 4.16 3.83 3.91 4.50 4.50 4.41 3.83 4.33 4.00

Lacks face 
ID

Lacks face 
ID and 2FA

Lacks face 
ID

Lacks face 
ID and 2FA

Lacks face 
ID

Lacks face 
ID ✅ Lacks face 

ID
Lacks face 
ID and 2FA

Lacks face 
ID and 2FA ✅

✅ Minimal 
visual cues ✅ ✅ Oversized 

white space ✅ ✅
Oversized 

white 
space

✅ ✅ ✅

✅ ✅ ✅ ✅ ✅
Inconsisten

t 
typography

✅ ✅ ✅ ✅ ✅

✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ <30%

Basic info 
only

Basic info 
only

Basic info 
only

Basic info 
only

Basic info 
only ✅ Basic info 

only ✅ Basic info 
only ✅ Basic info 

only

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

Ease of logging in
(Face ID + email or phone 
number being the most ideal) 

App interface or layout
(Clean with optimum white 
space and visual cues)

Strong brand identity 
(Consistent color palette and 
typography)

Dashboard size 
(At least 30% of the screen)

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



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

The dashboard shows all essential 
information in one view – remaining data, 
minutes, SMS, plan, billing period 

Spotlight



Payment convenience (1/2)

App 
innovation

Payment 
convenience 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

4.50 4.00 3.50 3.50 4.50 3.00 3.50 3.00 3.50 4.00

✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ No ✅

✅ ✅ ✅ ✅ ✅ ✅ ✅

Only for top 
up/add on 

service 
purchase

Only for top 
up/add on 

service 
purchase

✅

✅ ✅ No No No No No No No No

Limited 
payment 
options

✅ ✅ ✅ ✅
Limited 

payment 
options

✅ ✅ ✅ ✅

✅ No No No ✅ No No No ✅ ✅

Areas of improvement

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

Clear top up/payment 
CTA on dashboard

Dedicated billing or 
payment page menu

Clear CTA to access e-
statement or transaction 
history

Variety of payment 
methods
(credit card, debit card, 
online banking, e-wallet, 
ATM)

Able to save preferred 
payment methods and 
details



Payment convenience (2/2)

App 
innovation

Payment 
convenience 
score

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

5.00 4.00 4.00 3.50 3.00 5.00 5.00 3.00 3.00 3.00 2.50

✅ ✅ No ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅

✅

Only for top 
up/add on 

service 
purchase

✅ ✅

Only for top 
up/add on 

service 
purchase

✅ ✅

Only for top 
up/add on 

service 
purchase

Only for top 
up/add on 

service 
purchase

Only for top 
up/add on 

service 
purchase

Only for top 
up/add on 

service 
purchase

✅ No ✅ ✅ No ✅ ✅ No No No No

✅ ✅
Limited 

payment 
options

Limited 
payment 
options

✅ ✅ ✅ ✅ ✅ ✅
Limited 

payment 
options

✅ ✅ No No No ✅ ✅ No No No No

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

Clear top up/payment 
CTA on dashboard

Dedicated billing or 
payment page menu

Clear CTA to access e-
statement or transaction 
history

Variety of payment 
methods
(credit card, debit card, 
online banking, e-wallet, 
ATM)

Able to save preferred 
payment methods and 
details



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

Clear CTA 
for reload

View all past transactions 
in one place

Access 
bills 
instantly

Spotlight



In-app shopping (1/2)

App 
innovation

In-app shopping 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

2.36 3.74 5.00 4.72 2.35 3.61 4.71 2.36 3.18 3.88

✅ ✅ ✅ ✅ ✅ N/A ✅ ✅ ✅ ✅

✅ ✅ ✅ ✅ ✅ N/A ✅
✅

No No

No No ✅ ✅ No ✅ ✅ No No ✅

<2 types ✅ ✅ ✅ <2 types
✅

✅ <2 types <2 types <2 types

- Partial ✅ ✅ External External ✅ - Partial Partial

✅ ✅ ✅ Limited visuals Limited text & 
visuals

✅
Limited visuals ✅ Limited text & 

visuals ✅

- <3 categories ✅ ✅ <3 categories
✅ ✅

- ✅ ✅

Areas of improvement

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

Purchase done within 3 
steps

Purchase 
recommendation

Product filter available

Offers >3 types of non-
connectivity products

Built-in shopping

Product clarity

Offers >3 categories of 
rewards



In-app shopping (2/2)

App 
innovation

In-app shopping 
score

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

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

✅ ✅ ✅ >3 ✅ ✅ ✅ ✅ ✅ ✅ ✅

No No No No ✅ No No No No ✅ No

No No ✅ No ✅ No ✅ No No No No

2 types <2 types 2 types <2 types ✅ ✅ <2 types 2 types <2 types No <2 types

Partial ✅ Partial External Partial Partial External Partial Partial External ✅

Limited visuals Limited 
visuals

Limited text & 
visuals ✅ ✅ Limited text & 

visuals
Limited text & 

visuals Limited visuals Limited text & 
visuals ✅ Limited text & 

visuals

✅ <3 
categories 3 categories <3 categories ✅ 3 categories <3 categories ✅ <3 categories No ✅

Purchase done within 3 
steps

Purchase 
recommendation

Product filter available

Offers >3 types of non-
connectivity products

Built-in shopping 

Product clarity

Offers >3 categories of 
rewards



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 Offers a variety of rewards: travel, vouchers, 

food & beverages, home, living, furniture, and 
more

Spotlight



Gamification (1/2)

App 
innovation

In-app shopping 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

0.00 1.25 1.25 0.00 1.25 3.75 0.00 0.00 1.25 0.00

No No No No
Unable to play 

with friends 
and family

Unable to play 
with friends 
and family

No No
Unable to play 

with friends 
and family

No

No Has simple 
games only

Has simple 
games only No No ✅ No No No No

Areas of improvement

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

Fun in-app games 
(scratch-to-win, spin-
to-win) with social 
sharing options

Interactive loyalty 
programs (mini 
games and quizzes 
beyond daily check-
ins)



Gamification (2/2)

App 
innovation

In-app shopping 
score

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

0.00 0.00 2.50 0.00 3.75 0.00 0.00 0.00 3.75 0.00 0.00

No No

Unable to 
play with 

friends and 
family

No

Unable to 
play with 

friends and 
family

No No No

Unable to 
play with 

friends and 
family

No No

No No Has simple 
games only No ✅ No No No ✅ No No

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

Fun in-app games 
(scratch-to-win, spin-
to-win) with social 
sharing options

Interactive loyalty 
programs (mini 
games and quizzes 
beyond daily check-
ins)



Smartfren's gamified features encourage user engagements

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

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

Spotlight



5th Journey

Customer care



Availability of customer support channels (1/2)

Customer 
care

Customer 
support channel 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

4.50 4.50 4.00 4.50 3.50 4.00 4.50 3.50 4.50 3.50

✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ No

✅ ✅ ✅ ✅ No ✅ ✅ No ✅ ✅

✅ ✅ No ✅ ✅ ✅ ✅
✅

✅ ✅

✅ ✅ ✅ ✅ ✅ <2 platforms ✅ ✅ ✅ ✅

Categorised 
response only

Categorised 
response only ✅ Categorised 

response only
Categorised 

response only
Categorised 

response only
Categorised 

response only
Categorised 

response only
Categorised 

response only
Categorised 

response only

Areas of improvement

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

Email

Hotline 

Live-chat on 
app/website

Social media 
platforms (2 or 
more)

NLP-enabled 
chatbots



Availability of customer support channels (2/2)

Customer 
care

Customer 
support channel 
score

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

3.00 4.50 4.00 4.00 3.50 2.50 2.50 2.50 4.00 4.50 4.00

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

No ✅ No ✅ ✅ No No No ✅ ✅ ✅

✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅ ✅

No ✅ ✅ ✅ ✅ No No No ✅ ✅ ✅

<2 platforms ✅ ✅ <2 platforms <2 platforms ✅ ✅ ✅ <2 platforms ✅ ✅

Categorised 
response 

only

Categorised 
response 

only
✅

Categorised 
response 

only
No chatbot

Categorised 
response 

only

Categorised 
response 

only

Categorised 
response 

only

Categorised 
response 

only

Categorised 
response 

only
No chatbot

Email

Hotline 

Live-chat on 
app/website

Social media 
platforms (2 or 
more)

NLP-enabled 
chatbots



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

Offers various customer  support 
options (self-service options, chatbot, 
live chat, hotlines, and physical store 
locations)

Spotlight



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

Live chat Social media platforms

Helps pinpoint nearest 
branch

Other support channels available: 
Hotline, email

Spotlight



Time taken to respond to query (1/2)

Customer 
care

Customer 
support channel 
score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

3.00 4.00 2.00 4.00 2.19 3.00 4.00 3.00 2.60 3.00

>36 hours Within 24 
hours No response ✅ Within 24 

hours
Within 24 

hours ✅ ✅ ✅ N/A

>5 mins ✅ ✅ ✅ N/A 3 mins ✅ N/A 5 min No response

✅ 3 mins N/A 5 mins >5 min No response 4 mins
✅ No response ✅

No >5 mins >5 mins >5 mins 4 mins ✅ >5 mins No response
✅

>5 mins

Categorised  
chatbot 

Uncategorised  
chatbot
, cannot 

connect to 
live agent

Uncategorised  
chatbot 

Uncategorised  
chatbot 

Uncategorised  
chatbot 
, cannot 

connect to a 
live agent

Uncategorised  
chatbot 
, cannot 

connect to a 
live agent

Uncategorised  
chatbot 

Uncategorised  
chatbot 
, cannot 

connect to a 
live agent

Uncategorised  
chatbot 
, cannot 

connect to a 
live agent

Categorised  
chatbot only

Areas of improvement

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

Email 
(Replied within 12 hours)

Hotline (Within 2 minutes 
being ideal)

Live-chat on app/website 
Hotline (Within 2 minutes 
being ideal)

Social media platform 
(Within 2 minutes being 
ideal)

Conversational AI (Instant 
natural language response, 
able to connect with live 
agent being ideal)



Time taken to respond to query (2/2)

Customer 
care

Customer 
support channel 
score

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

3.00 4.00 3.00 4.00 4.00 1.00 1.00 2.00 4.00 4.00 1.00

Areas of improvement

Evaluating criteria DTAC Singtel TrueMove H Unifi Smartfren Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

N/A ✅ N/A ✅ ✅ N/A N/A N/A 24 hours ✅ >36 hours

3 mins 3 min 4 mins No response ✅ No response No response ✅ ✅ ✅ >5 mins

N/A ✅ No response ✅ 3 mins N/A N/A N/A 3 mins ✅ >5 mins

✅ No response ✅ >5 mins >5 mins >5 mins >5 mins No response >5 mins No response >5 mins

Cannot 
connect to 
live agent

Uncategoris
ed  chatbot 

Uncategoris
ed chatbot 

Cannot 
connect to 
live agent

N/A Categorised  
chatbot only

Categorised  
chatbot only

Cannot 
connect to 
live agent

Cannot 
connect to 
live agent

Categorised  
chatbot only N/A

Email 
(Replied within 12 hours)

Hotline (Within 2 minutes 
being ideal)

Live-chat on app/website 
Hotline (Within 2 minutes 
being ideal)

Social media platform 
(Within 2 minutes being 
ideal)

Conversational AI (Instant 
natural language response, 
able to connect with live 
agent being ideal)



Self-service potential: FAQs (1/2)

Customer 
care

FAQ score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

3.95 4.16 4.16 3.11 2.70 1.86 3.11 3.74 2.70 2.70

Not updated ✅ ✅ Not updated
Not 

categorised 
and updated

Not updated Not updated Not updated
Not 

categorised 
and updated

Not 
categorised 
and updated

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

✅ ✅ ✅ ✅ ✅ No
✅ ✅ ✅

✅

Areas of improvement

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

Clarity of FAQs
(FAQs categorized 
and updated 
progressively)

Visual cues available 
for categorized FAQ

Clear answers with 
visual aids

Customer support 
CTA available on FAQ 
site



Self-service potential: FAQs (2/2)

Customer 
care

FAQ score

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

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 Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

Not updated Not updated Not updated
Not 

categorised 
and updated

Not 
categorised 
and updated

Not 
categorised 
and updated

Not updated Not updated Not updated Not updated Not updated

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
No visual 

cues
No visual 

cues ✅ No visual 
cues

No visual 
cues

No visual 
cues

No visual 
cues

✅ ✅ ✅ No No No No No ✅ ✅ No

Clarity of FAQs
(FAQs categorized 
and updated 
progressively)

Visual cues available 
for categorized FAQ

Clear answers with 
visual aids

Customer support 
CTA available on FAQ 
site



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

FAQs provide clear and concise 
answers about billing, plans, and 
services with visual cues

Spotlight



Self-service potential: IVRs (1/2)

Customer 
care

IVR score

MyRepublic XL Telkomsel im3 Yoodoo AIS Tri Simba Hotlink DITO 
Telecommunity

3.00 3.00 2.60 2.60 N/A 2.00 2.60 N/A 3.00 N/A

✅ ✅ ✅ ✅ N/A ✅ ✅ N/A ✅ N/A

✅ ✅ ✅ ✅ N/A
✅ ✅

N/A ✅ N/A

✅ ✅ >1 p/a >1 p/a N/A No >1 p/a N/A ✅ N/A

No No No No N/A No No N/A No N/A

No No No No N/A No No N/A No N/A

Areas of improvement

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

Basic functions available 
(bill checking, account 
information, e-
statement)

Can purchase add-on 
value added services

No advertisement or 
public announcement 
(p/a)

Personalized IVR 
functions based on 
customer phone number 
and past IVR behaviour

Speech recognition and 
AI-enabled



Self-service potential: IVRs (2/2)

Customer 
care

IVR score

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

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 Globe 
Telecom Smart CelcomDigi Axis Starhub Umobile

✅ ✅ ✅ N/A No ✅ ✅ ✅ ✅ ✅ ✅

✅ No ✅ N/A ✅ No No No ✅ No ✅

Limited ads 
and p/a ✅ 1 p/a N/A ✅ ✅ Limited ads 

and p/a >1 p/a Limited ads 
and p/a ✅ ✅

No No No N/A No No No N/A No No No

No No No N/A No No No N/A No No No

Basic functions available 
(bill checking, account 
information, e-
statement)

Can purchase add-on 
value added services

No advertisement or 
public announcement 
(p/a)

Personalized IVR 
functions based on 
customer phone number 
and past IVR behaviour

Speech recognition and 
AI-enabled



ASEAN Prepaid
CX Stars

Overall



CX Stars

Best Purchase Journey

01 0302
4.02 4.54 3.62



CX Stars

Best Delivery Convenience

01 0302
4.38 4.53 4.06



CX Stars

Best Activation Process

01 0302
4.72 5.00 4.67



CX Stars

Best App Innovation

01 0302
4.15 4.26 4.09



CX Stars

Best Customer Care

01 0302
3.61 3.92 3.60



Key takeaways: 
Analyst's Recommendations



Simplified discovery

• Differentiate between new 
and existing users during 
the initial journey

• Offer relevant information 
and plans

a b c

d

e

Streamlined acquisition and activation1

Personalised plan 
comparison

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

Preferred number 
selection

• Empower customers to 
key in their preferred 
number and choose 
from generated options 
for a personalised 
touch

Flexible checkout

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

Frictionless purchase

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

Delivery option

• Offer convenient e-SIM 
options

• Allow users to choose 
preferred date/time for 
delivery

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 

fg



Effortless verification 

• Enable swift self-service 
verification (under 1 
minute) using ID and email 
or a secure OTP (one-time 
passcode)

a b c

d

Immediate Activation

• Enable instant activation via QR 
code (e-SIM) or app launch upon 
SIM insertion (physical SIM)

Guided Navigation

• Offer a navigation guide for first-
time users during their initial app 
sign-in

Informative Dashboard

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

Simplified Shopping

• Enable in-app purchase within 3 steps 
and personalise recommendations 
based on past purchases

Product filtering

• Integrate a product filter feature 
for easy discovery within the app

ef

Intuitive app experience and self-service management2



10

Diversified value proposition

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

a

b 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

c

3 Enhancing engagement and loyalty



10

Multi-channel accessibility

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

a b

c

d

Rapid response

• Prioritise fast response times 
across all channels.

Visual assistance

• Offer visual aids (FAQs with 
visual cues) for self-service 
support.

AI-powered voice assistance

• Implement personalized IVR functions with speech 
recognition and AI capabilities for a more intuitive experience.

Comprehensive and accessible customer service4



reachus@twimbit.com

We help build and grow 
purpose-driven businesses

www.twimbit.comreachus@twimbit.com

We help build and grow 
purpose-driven businesses

www.twimbit.com


