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Perfecting
Customer Care
Excellence

Vodafone delivers its
consultancy expertise to
provide a global tobacco
company with a variety of
Customer Care solutions

Case study: Anonymous

Vodafone helps deliver superior customer
experience through operational efficiencies
and a clear investment roadmap
The Challenge
In November 2014, the tobacco company
rolled out the heated tobacco system in
Japan, which turned out to be incredibly
successful, capturing ten times more
market share than any other product
during its launch.
This growth also came with numerous
challenges. One of the critical issues
was the high percentage of hardwaremalfunction issues on the devices. This
caused a sharp rise in the number of
reports to the customer service centre
and a high demand of requests to replace
the devices.
The corporation recognised that the
customer service was facing an alarming
number of difficulties. In order to effectively
resolve and make improvements to
the current situation inside the centre,
they sent out their assessment via the

marketing and public relations group to
various service providers. Vodafone and
Orange Business Services were chosen
to contend for the service. Vodafone beat
the competition by putting together an
agile consulting team who demonstrated
a superior understanding of contact
centre operation, experience of service
optimisation and succeeded in making
improvements to the work environment.
The Solution
Over the course of a four-week assessment,
the Vodafone Consulting team engaged
with the company’s business operations to
understand the current processes, highlight
their most crucial pain points and achieve
a holistic understanding of the business
through the use of a proven and practical
methodology. The Vodafone consultants
conducted an extensive operational,

process and technology review, which
focused on the overall business objectives:
conversation management, IT and data
infrastructure, contact handling, resilience
and training. The team also conducted
a thorough review of the ongoing
improvement initiatives and provided
feedback that would be essential for their
Customer Service Centre (CSC) operation
for further expansion. Structured interviews
and day-in-the-life observations were also
conducted throughout the organisation,
enabling a deep understanding of the
operational pain points, current capabilities
and improvement initiatives.
With the help of their internal research,
the Vodafone Consulting team managed
to execute a customer service centre
assessment to deliver a long-term Contact
Centre strategy underpinned by a highlevel business case.

2

Case study: Anonymous

The Result
Vodafone Consulting found that the
existing customer service operation
required evolution, diversification and
several modifications to increase
efficiency levels.
Working collaboratively with the company’s
staff, Vodafone Consulting produced a
set of prioritised service-improvement
recommendations and a road map, which
included 32 short-term to long-term
recommendations. With Vodafone’s help,
the customer generated a total of $39.1
million cost savings over a 3-year period.
The savings include:

Vodafone Global Enterprise has also significantly benefited from this cooperation.
The success of Vodafone consulting engagement led VGE to identify an SMS opportunity
with the tobacco company and were further awarded with the first managed messaging
service (VMM) contract in Japan. The partnership gave way for the marketing and PR
business to view Vodafone not only as a client among many, but as a true partner in
future business endeavours. Following up on the agreement on the reorganisation of the
tobacco corporation’s customer care centre, the media company and Vodafone created
a global relationship to engage actively in the UK, Germany and Russia. Furthermore, an
innovation workshop has been scheduled in Japan. There are also continued discussions
to follow-up on Vodafone offering IoT solutions to the marketing group and their clients.
In coalition with these agreements, the marketing and public relations company has
already reached out to Vodafone for further engagement with other clients.

• At no additional cost, the corporation
has gained the capacity to handle
a further 21,600 calls per month,
contributing to better customer service
and resource utilisation

About our customers

• The organisation can expect commercial
efficiencies in the first year, through the
use of SMS service, AI Chatbot and SIP
technology

The global tobacco corporation owns six of the world’s top 15 tobacco brands. The
two organisations are interconnected on multiple levels, as the marketing and public
relations company is the key marketing partner for global printed media and holds a
seat on the board for the tobacco corporation.

• Global expansion of the operation has
been secured for the next three years,
with time-to-market lead time being
reduced by two months

An innovation breakthrough enabled one of the biggest shifts in the tobacco
company’s history allowing them to introduce a range of smoke-free products. The
heated tobacco system was the first of these products and Japan was the pilot market.

Vodafone was approached by one of the largest marketing and public relations group,
who have a great influence on the Asian market and have been working with high-level
clients, such as one of the world’s leading international tobacco company.

• Through these efficiencies and solutions,
the business gains a superior
customer experience, contributing
towards an estimated 15-20% CSAT
NPS improvement
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