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Introduction

At Ooredoo, we put our customers at the heart of everything we do. We pride ourselves on our “Customer Brand”
and being customer-centric.

But do we know our customers as well as we think?

In October, the OG Consumer Team is hosting the second Customer Day initiative across all OpCos.

Customer Day is an opportunity for senior staff, representing all functions of Ooredoo, to spend a day in a customer-facing role,
to get to know their customers better.

When Ooredoo talks about customer-centricity, we're ready to go the extra mile.

Customer Day is also about experiencing the challenges of customer service, from those on the day-to-day frontline. We're

creating an even better Ooredoo, and that means walking in another colleague’s shoes to better understand their processes and
pain points - we care for our people.
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Introduction

We've created a campaign that publicises the Day and also effectively confirms the right message to employees and customers
alike that Ooredoo really is about caring and connecting - we walk our talk.

Customer Day’s key benefits:

o Establishing the importance of Customer Experience across Ooredoo

e Fostering a customer-centric culture

e Gaining on-the-ground customer service processes and pain points’ insights
e Strengthening Ooredoo as a “Customer Brand”

Customer Day’s key objectives:

Engaging with end users / customers to demonstrate our value of caring

Highlighting the importance of the customer and their experience

Building a culture based on superior customer experience - always putting the customer at the heart
Acknowledging the efforts of frontline staff by standing alongside them to understand their challenges
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Key Messages

Audience

Key Message

Participants

This is not only a fun opportunity to step outside my comfort zone, but also
to set an example for the rest of the company, and our customers, about
how important customer experience is to us. We walk our talk!

Staff

We care about our frontline staff and want to walk in your shoes to
understand you better.

Public

Ooredoo is going the extra mile to understand
how to be better for their customers.

31 August 2023



CAMPAIGN IDEA




Campaign ldea

Being on the customer frontline means being on your feet, thinking on your feet, and going the extra
mile for your customers, all day every day. It's about putting your best foot forward to give superior
customer experience.

But if we wanted to get a feel for their experience, we’'d take a walk in their shoes.
We'd set foot in their world and get our feet wet,

And then to take the metaphor even further, overall, the Customer Day experience is an example of
how Ooredoo walks their talk. We don’t pay lip service—we step up and take action!

31 August 2023



Key Visual

During our successful first Customer Day,

we used red shirts and matching lanyards. ®
Now, as we move forward, we're stepping Omdoo

up the game with a fresh campaign Customer
theme: red sneakers. Day

Leading the way is Aziz, demonstrating G o I N G I H E
that this initiative starts at the top.

Following suit, Bilal and the OpCo

leadership teams will step forward,

setting the tone for the initiative.

For our customers

Wednesday 4 October | #WeCareForYou
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PHOTOGRAPHY

MOODBOARD




Photography Moodboard

Example images only - subjects will need to be photographed

Leadership from each OpCo could be photographed for use in the localised material. Incorporating red sneakers and Ooredoo lanyards into the imagery
will seamlessly integrate them into the campaign. If red sneakers are not available, we suggest editing the colour in Photoshop to the Ooredoo red.
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CAMPAIGN ELEMENTS




AWARENESS PHASE




Awareness Posts & Screens

Post copy:
We go the extra mile for our customers!

On Customer Day, Wednesday 4 October,
remember to wear your sneakers as

our senior staff, across all functions, head to the
customer frontlines to experience a customer-
facing role.

It's the only way to get to know our customers
better and to hear from our

people on the frontlines of their pains and
processes.

And of course, our senior staff will get to learn
from our own customer experts - the Ooredoo
frontline team.

When we say we put our customer at the heart of
all we do, we mean it.

Keep watching this space - there are big shoes to
filll

#CustomerFirst #WeCareForYou

ooredoo’

ooredoo’
GOING THE
EXTRAMILE

For our customers

Customer
Day

Wednesday 4 October | #WeCareForYou
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Awareness Posts & Screens

Post copy:

The best way to understand someone’s
experience is to walk a mile in their shoes.

On Customer Day, Wednesday 4 October, put
on your sneakers as our senior staff, across all
functions, experience a customer-facing role.
That's all the challenges, all the pain points, all
the processes, first hand.

We care for you. We want to make an even
better Ooredoo, and what better way than
stepping up to the frontline and learning from
our Ooredoo customer experts?

It's also an opportunity to get to know our
customers face-to-face.

Keep watching this space - there are big shoes
to filll

#CustomerFirst #WeCareForYou

ooredoo’
INYOUR
SHOES

Understanding your
frontline experience

Wednesday 4 October | #WeCareForYou

Customer
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Awareness Posts & Screens

Post copy:

Lace up your sneakers for Customer Day! omoo.

On Wednesday 4 October, remember to wear
your sneakers as our senior staff, across all
functions, experience a customer-facing role so

they can learn more about how to be better—
from our customers, and from our people on the
front lines!

We walk our talk.

We're stepping up our Ooredoo customer

experience, walking a mile in our frontline
team’s shoes, and going the extra mile for our

customer service. customer Day | 4 OCtOber

Lace up, step up and make strides for a superior
customer service experience.

#CustomerFirst #WeCareForYou #WeCareForYou
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Awareness Email

Dear Team,
At Ooredoo, we put our customers at the heart of everything we do. We pride ourselves on our “customer brand” and being customer-centric.
But do we know our customers as well as we think?

On Wednesday 4 October, the OG Consumer Team is hosting the second Customer Day initiative across all OpCos. Customer Day is an opportunity for
senior staff, representing all functions of Ooredoo, to spend a day in a customer-facing role, to get to know their customers better.

When we talk about customer-centricity, we're ready to go the extra mile and step up to create a superior customer service experience.

Customer Day is also about experiencing the challenges of customer service. This means walking in another colleague’s shoes to better understand
their processes and pain points. We care about our people and want to make an even better Ooredoo for you.

Lace up your sneakers as we walk our talk!

We'll be in contact with our senior and front-line staff with further information and details about the Day, so keep an eye on your inbox.
[If you'd like to take part in Customer Day, feel free to reach out to X].

Best wishes,

#CustomerFirst #WeCareForYou
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Awareness Posts & Screens

Photography overview
GENERIC

ooredoo’
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OURTALK

Customer Day | 4 October

#WeCareForYou
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To localise photography, each Customer Day participant(s) will
need to be photographed and imagery replaced accordingly
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Awareness Posts & Screens

Copy overview
GENERIC

ooredoo’
WE WAL
OURTALK

Customer Day | 4 October

Sneaker
up! P,

#WeCareForYou
ooredoo’

CUSTOMEER
DAY

Getting out the office &
meeting our customers
on the frontlines

#WeCareForYou

Example Post Copy:

I’'m lacing up my shoes and getting ready to take the next step
for superior customer service with our upcoming Customer

Day initiative.

Next Wednesday, | will be joining our team on the ground at
[venue] to walk a mile in their shoes and experience the
challenges and joys of working on the frontline.

I’'m excited to learn from our team and to gain valuable insight
into the people we serve daily as to how we can improve our
service to upgrade our customers’ world every day.

Are you ready to don your sneakers on 4 October and walk a

mile for our customers and customer team?

ooredoo’

LEADERSHIP

ooredoo’
Customer
Day
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To understand your frontline experience

ooredoo' i Y
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ooredoo’
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Understanding your
frontline experience

4 October | You

I’'m lacing up my shoes and getting ready to take the next step for superior customer service

with our upcoming Customer Day initiative.

Next Wednesday, | will be joining our team on the ground at [venue] to walk a mile in their
shoes and experience the challenges and joys of working on the frontline.

I’'m excited to learn from our team and to gain valuable insight into the people we serve daily
as to how we can improve our service to upgrade our customers’ world every day.

Are you ready to don your sneakers on 4 October and walk a mile for our customers and

customer team?
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EDUCATION PHASE




Education Posts & Screens

EROM THE CUSTOMER
PEOPLE WHERE IT

@
Wednesday 4 October | #WeCareForYou oomdoc Wednesday 4 October | #WeCareForYou

Example Post Copy:

We're going the extra mile for our team by stepping into their shoes this Customer Day!

Customer Day is an opportunity for senior staff to spend a day in a customer-facing role, to get to know their
customers better. But they’ll also get to experience, first-hand, the pressure points of our frontline staff.

The key to great customer service is to consult with our own Ooredoo team of customer experts and walk

a mile in their shoes.

We care for our customers and we care for you - we walk our talk!

And remember to wear your sneakers on 4 October as we celebrate our customers.

Keep watching this space for more details.

ooredoo’

MEETING OUR

Customer
Day

ooredoo’
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CUSTOMER DAY VIDEO




Customer Day Video - 2023

It will also be important to adequately document the
Customer Day experience itself. We should get every
OpCo to film the event, getting footage (even
“undercover footage”) of the participant’s interactions
with customers, interviews with the participants, staff
who hosted them, and even customers.

We can use this to do individual video edits per OpCo

(to stimulate culture change), as well as a combined edit
that we can put on OG LinkedIn (to reinforce our public
message of customer-centricity).

Key themes in these edits will be sharing learnings, and
reinforcing the call to action to get everyone at Ooredoo
to think a bit more about how we can make things better
for our customers.
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