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WHERE ARE WE IN THE DIGITAL WORLD? DO WE EMBRACE NEW DIGITAL
TRENDS?
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THREE DIGITAL TELCO PILLARS ENSURING
TRANSFORMATION ACROSS WHOLE COMPANY
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DIGITAL SALES FIRST THROUGH QUICK AND SEAMLESS CHECKOUT
ﬁ CHANNEL SHARE RATIO ONLINE SALES TRANSACTIONS
3% - 4% 92% are done by exiting customers

KEY FINDINGS:

* Incentive drives digital sales, not convenience

* Necessity for optimization of online sale journey

= Complex legal and regulatory contract signing process

* Next steps: Omni-channel integration and big data driven personalized campaigns






NEW INTUITIVE DESIGN AND NEW FUNCTIONALITIES DRIVE THE UPTAKE
OF ACTIVE CUSTOMERS ON MOBILE APP MOJOT VIP

MOBILE APP ACTIVE USERS TREND-LINE
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KEY FINDINGS

* Frequent releases - monthly sprints delivering new functionalities

* Trend of increasing share monthly active app users in total mobile base as well as in total smartphone base
* OvReturning vs new users - ~80% of users are returning to the app

* er 20% of Smartphone customers, use the mobile app

» April 2019 vs April 2018 total transactions increase +167%



THE FIRST CHATBOT THAT SPEAKS AND UNDERSTANDS MACEDONIAN -
SLAVCHO, THE Al SMARTPHONE EXPERT

E On average 6% of session are transferred to agent

—E 7% of traffic on web shop is generated by bot

@ Y Insignificant number of conversions through

agents (5% success rate)*

Bapow
Tenedpon?

&3
w

- Q 96% of conversations related to phone selection
=
[ e | ? | Awarded in 2 categories in site of the year 2018

(best IT site & best mobile site)

Key finding: Need for constant building of new use cases followed by appropriate communication






E-BILL BOOST WITH RIGHT DESIGN ON WEB SHOP

Simple design, intuitive process, doubled rate for e-bill consent

EBILL CONSENT

—

Verification document

Document type
® |0 cosd

Pasigrant

Electronic bill
| e

May = Jun Ju  Aug  Sep Oct Nov Dec Jan Feb = Mar  Apr
e Positive  50%  39% 45% 37% 38% 45% 82% 93% 93% 87% 84% 94%
Negative  50% 61% 55% 63% 62% 55% 18% 7% 7% 13% 16% 6%

Insert the delivery information



E-BILL BOOST THROUGH NEW APP DESIGN

Crmern

.o EnexTponcka cmetka

Mcra Ha cmeTxu

Oexemaps 2018 0
Hoemspu 2018

Oxtomepu 2018

Cenrtemepu 2018 0

Asrycr 2018 40

Camatin

Bowara cmerka 30 mecey Janyapu e nigapena
360.0 pen.

Mnamw cero >

Janyapmw 2019 360.0
Aexemepn 2018 0.0
Hoemspu 2018 50
Oxromspn 2018 0.0
Cenvemapn 2018 0.0
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CONVENIENT AND INTUITIVE ONLINE PAYMENT PROCESS
Simple three step process, pre-filled details, 2 clicks to pay the bill

lNnakaweTo Ha BawuTe cMeTkn
6e3 npoBu3unja MOXe aa ro
M3BpLUMTE OHNAjH, NpeKy Hawarta
MODMNHa annukauuja unu Bo
HalWWTe NPOAAKHMN CANOHM.

ATETE JA CMETKATA OHNAH >

N\ 0

Nounrysanm,

Bawara cmeTxa 3a mecey 102018 co G6poj 103147831192 » pox wa nnakame
26.11.2018 33 6poj Ha npernnaruk 528594276/1 nsnecyea 1.413,00 aenapu. Bo
NpHNOT MOXETE A3 ja NorMeaMere COAP¥MHaTa Ma Bawara cuerxa so POF

dopmar.
step | e pre——

v

20 nasoc 1.683,00 pemapn.

Mnakawero na Bawwre cueTxn
Ges nposusuja moxe garo
MIBPWMTE OHNAH, Npexy
Hawara MoSunKa annukaywja

MM BO HAWMTE NPOATNIM
canomu.

3a 43 MOXETE A3 ja OTEOPUTE CMETKATA BO NPHNOT, NOTPESHO & Ha Bawwmor Ste
YPEA 33 MMaTE MMCTANMPaHO NPOTpama 3a unTase PDF-garoTess. Adobe P
Acrobat Reader e Gecnnaren codTeep # HAJHOBATA BEPINjA MOXETE A ja

npesemeTe 04 CNeANasa agpeca: www.adobe.com

Be Monume He 0A70BapajTe Ha 0833 Nopara. fJOKOMKY MMATE NPAWALE WK
CKaTe 43 CTANKTE BO KONTAKT €O HAC, KIHKNETE H CREAHHOB NHHK

Co nown,
Baw Vip

b ro 6pojor Ha aKTypaTa Wro cakare ga |a nnature -

Mnarere ja Bawara cmerka 6es naghsa Ha Mojor Vip, camo sHece
cymara oa GakTypara asTomarckufke Ce BYMTA BO NONETO 3a CyMmal

Mojor Vip e mobunna 3a6ps3, necen yeuq 8o Bawnre
cmeTm.
103147831192 slencone9@gmail.com NOTBP,
Mpesemere ja GecnnaTio Ha:

VISA VeRiTio @, wasecss oy C/

vip —




TREND-LINE OF E-BILL RATIO (E-BILLS VS TOTAL ISSUED BILLS)
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DIGITAL OPERATIONS

NEW AGILE WAY OF WORK TO EMPOWER DIGITAL LIFE IN THE COMPANY

* Fostering innovation <} Flexible working environment
COMPANY * A truly customer centric company 5% Less hierarchy
OF THE FUTURE + Collaborative spaces 24 New digital skills
+ Empowered workforce ﬁ’@g Learn by experiences

& Delivering transformation initiatives

AGILE * Accelerators to enable digital Telco [ Tribes, squads, chapters
TEAMS * End-to-end accountability Cross functional teams

{2 Fast release cycles

« Developing digital skill

Be.\llj.()plr]% |g||o ’ Ih% kil Digital training catalogue
TR R e e _ ER Certification for new digital skills
+ From high specialization to highly adoptive employees
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