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DISCOVER LEARN
Hear about
Analyse needs Telstra

Reward me for
staying with telstra

PAIN POINTS

RESEARCH /
COMPARE
Learn about Research & HEBCITEES
plan based on
Telstra Compare

current use

Credit incentive
to switch

Redeem reward

Loyal customers are not rewarded or recognised for their

Decide to switch from
another carrier for
prepaid

Change plan

Switch from contract/
postpaid to prepaid

Decide to go prepaid
for phone
& SIM

Decide to go prepaid
for
SIM only
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number

Decide to try before
you buy prepaid
phone or broadband
device

CONNECT ONLINE

Select a Provide personal SIM is automatically
product and details or Telstra activated when
an offer verified customer bought online

Activate SIM
Manually later

CONNECT IN STORE

SIM is activated by
Customer Service
Representative

Provide personal
details or Telstra
verified customer

Provide your
personal details and
a security deposit

Option to purchase
after 1 week.

The packaging and brochure materials do
not give users a clear URL for activation.

loyalty based on time with Telstra

It is not apparent where prepaid offers are on the get
prepaid started page of the T.com website

When users arrive at the prepaid URL,
there lacks a clear call to action.

”

“My Account
account

automatically
created

Activation is
successful

Complete
purchase

Receive
confirmation
email and/or

SMS

USE

Notification you are
about to run out of
credit

Use the
service

RECHARGE ONLINE

Set automatic
recharge for
future threshold

Recharge
anonymously

Recharge via My

Account
RECHARGE VIA
OTHER CHANNELS
Store Kiosk
Facebook App #100#
Mobile site IVR Phone call
Iphone / Iphone recharge
Android app app

Information on switching from another

service provider information is not clear on
the prepaid getting started pages.

The activation, recharge and my account
set up are three separate processes.

HELP

Ask for help Verification
SELF CARE

My Account Update my details

Crowd support

Facebook support

Account services

Online help FAQ

Customers are unable to try the
device to before they buy it.

Problem
statement

Change my plan

PROACTIVE HELP

Customer call

Customer email

My account
suggestion

END SERVICE

Suggest a higher/
lower recharge
amount

Pre-paid expires

Suggest change
plans

Credit incentive to
recharge inactive
services longer
than 3 months

Customers are provided with
incentives to stay with Telstra

(not switch)

Telstra.com Website
Mobile iPhone or Android app
Telstra stores

Telstra.com Mobile

Kiosk
Facebook
Dial #100#

Call 128887
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PREPAID - ONLINE USER JOURNEY

EXPLORE & LEARN

Traveller user journey — SIM only

Customer needs a mobile service he can keep in touch
with relatives while in Australia | will review phones online.
He asks his relative where he can get one.

I think the best place to get one

Visits stores to get competitive information and

I’'m the floor manager, please
can | have your name? Wee
won't be long, we just have a

few customers in the store

Certainly, we can provide you with a

number and you can be live within 4
hours. Do you want data for the

internet and also talk minutes or do
you send SMS? We recommend the

I have a handset, I'd like to go
on pay as you go as | am only
in Australia for a short while.

Customer comes back and waits in
the que again and then ask for the
same product

- ) ; . I have a handset, I'd like to go 60 Talk & Text don't have t
I need to keep in contact with the store, as they will explain clarify the information online, and to touch / play on pay as you go as | am ongly V w fechaér] e tooe:ftzztsﬁileonou aar\;e °
work while I'm travelling. Its everything to you, they will even with the devices in the store in Australia for a short while here 8 Y
cheaper to get a local mobile activate the SIM. | think you can )

number so | can make calls out recharge there as well

S

-

If you had told me when | first go there |

out this form

EEEE =" Gets a brochure from A . —_— .' I'll put the order through
EEE— OPTUS Ei Optus and Vodafone for you and we can
TELSTRA What sort of ID do you need? photocopy your 1.D. and fill

I

Customer goes into a store

would not have had to spend 15 minutes
waiting in the que! I'll have to go back
home to get it!

Is like a prepaid SIM | was
asked for some form of

and buys a $30 SIM, because We will need to see a photo ID |dent|f|c|:rt(|)czjn :fcr:ic:’o;\;e T Continued

he thinks he will need the do you have a drivers license or g v 8 —_— — on the next
Switcher user journey — Sim & phone credit havent g0t my 10,1 have passport? T, — |=o

y screens
Customer needs a new phone because he lost his old to go backto th;hotc:lssanogrfi . V
one. He was on Pre-Paid and would like to replace it. ¥ passport '.
He begins by asking friends on facebook for their
advice.
| had a look online at some of your SWitChlng

I'm with Telstra. Their new
either Telstra or Optus, as | 4G network. I'm on a pay-as-
am not happy with the you go, not a plan

network? Who are you
with? y

I'm looking to switch to

N

I'll look for smartphones

I need the internet it when | am
out and about. | want competitive
rates for prepaid, so ill have a look

Customer decides to
investigate Telstra offers and
compares then to Vodafone
and Optus

at these
x

[

How does it compare to my
current provider?

%

VODA
OPTUS

phones, id like to buy a Samsung
Galaxy and prefer to stay on
prepaid so that | can keep track of
how much I spend.

We have the Samsung galaxy S
and we recommend the talk
and text, for $30 it gives you X
minutes and X texts

o

Sure, we can do that for you,
You mentioned you were a
new customer? We will need
some identification?

| am currently with
Vodafone, can | keep my
number?

[

Customer behaviours

Switcher and the price sensitive

Friends Fun and Fashion (FFF) user segments and
price sensitive segments tended to research
prepaid offers between service providers before
switching

Traveller user journey

Friends Fun and Fashion (FFF) user segments and
price sensitive segments tended to research
prepaid offers between service providers before
switching

Travellers and SIMS that are bought on behalf of
parents or children for temporary use tended to

TELSTRA
L

Safe & respected user journey

Safe and Respected (S & R) tended to use their
pre-paid for emergencies only and tend to
recharge infrequently. They would have a
tendency to recharge in a Newsagent, not online

Great, ill take it




Most users would prefer to recharge ata
store even though most know they can do
it online.

Because customers don’t register
themselves, they are often not aware
they can login to Telstra via My Account

Customers are not encouraged by store
staff to go online to self service or

shown the pages

e

-

20 min — 4 hrs later Activation
g — is successful and customers

gets an SMS
e . @ .

Because the customer is not
present, staff accept terms for
customer and

the current offer is selected

[[pe

-
Ok ill take the phone and SIM

ill activate it myself when | get
back to the hotel.

Customer finds a form of
Identification enters the
details and the activates
the SIM successfully

Customer goes to the Telstra
website to activate and tries to
find the SIM number on the
packet

—> L]

Customers are not present to sign the
activation agreement forms

Customer gets an welcome
email which explains where to
recharge

<

Activation is successful and
customers gets an SMS

Because customers don’t register
themselves, they don’t know what number
the account was registered in, and may not
be able to create a My Account

Sometimes there is a delay in
processing the orders (until the end of
the day, so some users are unable to
use their service within 4 hours)

Customer recharges at
Woolworths or newsagent

Customer uses the phone

until the next recharge

_> .

[

(N 4

P
I thought | already had an
account created for me?

AN

-
~ | I'll register for My account so |

can recharge easily, but | have to
wait 24 hours before | can set up

Customer gets an welcome
email which explains where to
recharge

Customer goes to
My Account and
tries to login

. @_,% .

If staff cant find an existing customer,
then they create a new customer
identity.

Staff have identified that there are $2
faulty SIM and take down customers
details and take contact details in case

N

My Account?
A /
-

///

Both existing and new customers have
to provide photo identification when
they purchase an item

24

HOURS

e

~

Now | can recharge, if | login to
my account and enter in my

credit card.

A
—
o

2 8

—>

The website often does not meet
customers needs, hence kiosk was
created

Customers trying to recharge on the 31% day of

the month to get rollover ctredit may have
trouble due to

Customer uses the phone
until the next recharge

i -

Customers are unable to register for my
account until 24 hours after activation

Date of last change: 1* Feb 2012
Version: 5.1
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p
\

AN

Store staff will recharge on the kiosk for
the customer rather then guiding them to
do it themselves

e N e
I need a prepaid smartphone

that allows me to browse

We have the Samsung galaxy S
and we recommend the talk

~

Staff need to see I.D. that matches the records in Seibel for all
prepaid purchases. The I.D. form is filled out and photocopied and
sent to the government for new and existing customers for fraud
and antiterrorists purposes.

s N
I’'m an existing customer, but |

can’t remember my account

You mentioned that you are an existing

e N
internet and a prepaid and text, for $30 it gives you X L number. That’s ok, do you have a photo
service minutes and X texts S ID do you have a drivers license
AN J AN J ™~
~_ O or passport?
~O . (/ ™~ . ) /
. ™~ /
/ —> -~ ~ —>
/
4\
Great, ill take it | P - —
4 I've got my drivers —
) -—
license on me, here. -— ﬂ
\\\ AN J
Ve N

customer. Do you have any identification and |

can find you
N

The purpose of the kiosk/in-store terminals
are not clear, these should be sign posted if
they are for customer use

Customers who may have a long wait in the
cue can be directed towards the terminal for
further information.

e N
Ok let me photocopy you ID and
whilst you fill out this form.

\

Often staff will complete the application when the
user has left the store. If they cant match the
customer exactly, then they will create a new
account

Because stores have had difficulty in the
past with customers and travellers not
being able to recharge online, they have
discouraged people from going online to
recharge

Ve

~

p
N We can do all the paperwork for

Staff looks in Seibel, Flex, Cab etc for
the customer and eventually finds
the customer.

Adds the record to individual's
my account

How much longer is this you, you can go now. Your phone
process going to take?!!/ will be working within 4 hours
\ J
=

N
Ok! Great thanks! |
_— J

Staff do not have time to walk customers though the
website, Hence the need for digital ambassadors.

Staff enters in name and date of
birth, however the address on the
Identification did not match system
records, Staff have to create a new
account.

There are several paths that users can make to find
recharging pages. However, most of the these are
difficult to locate if users navigate from the Telstra
homepage

New Telstra customers do not understand what

QB@ .

20 min — 4 hrs later Activation is 20 min = 4_hf5 later
successful and customers gets Activation is successful and
an SMS customers gets an SMS

Customer logs into my
account to recharge online Customer uses the phone

until the next recharge

My e o
— —_— —>
& ACCOUNT &

Customer recharges via

) © Customer uses the phone
#100# on his device

until the next recharge

i® - ¥m

T.com website pages are not printer friendly for both
customers as well as staff printing product
information or help information

Staff are often on the terminals, and it is not clear the
terminals are for customer sue (currently it is not)

“offers” are, therefore are not immediately drawn to

the “Pre-Paid offers” item in the navigation

Date of last change: 1* Feb 2012
Version: 5.1



PREPAID - online user journey — screen by screen

www.telstra.com www.telstra.com/mobile www.telstra.com/prepaid www.telstra.com/accountservices Www.telstra.com.au/mobile/prepaid/gettingstarted.html

- [\LINE Home Phone | Internet  FOXTEL & TV | Bundles | My Account = Shop Online | Help . &+ Search Telstra m i E
( Contact us - Help & support sccount Services a Telstra home Personal Business Enterprise & Government About Telstra BigPond ~  Directories ~ hd { Telstra home w Cortact us w Help & support » Account Services - a,

Mobiles & Plans
My Account e >

| q PERSONAL
IT'S HOW au.s o =< ACCOUNT
WE CUNNECT h @ Ask the Crowd > Mobile Phones 3
. Crowd Support Mobile Plans 5
Pay my hill > il SiEliEe

LG Home Phone | Internet FOXTEL & TV Bundles = My Account  Shop Online  Help

Home

Latest Offers

Mobiles & Plans
Wie want your

feedback > LTS ’ ¥ @ Make a quick
Mobile Plans » STA RT E D recharge

Latest Offers
How to Buy [MIGHEN Home Phone | Internet | FOXTEL & TV | Bundles | My Account | Shop Online = Help S E R V I C ES

S# "
T Buy online Mobiles & Plans )
ss ’ Pre-Paid Mobiles & (EHEES e e
0 5 2 24 MONTHS S ALL YOUR ONLINE SERVICES IN ONE PLACE . e
. ! Hame Getting started Getting started i Pre-Paid; no fixed t itracts ks d decide what t t d
. For Sales Pre-Paid Mabil etting started is easy on Pre-Paid; no fixed term contracts to sign and you decide what you want to spend in > Check your
Secure, Fast. Easy Data Packs Mobile Fhones re-ral oblles
. 0 care Hon oropai O 1800 303 302 Latest Offers Wohile Phonss advance and there are of course no bills, amf'wt baladn:e, ,
37,772 paople Like [T el G re-Faid Offers _ 3 recharge and mucl
[ f] pecr a nsurance R Fine = Telstrs Mobile Phones  » How to Buy Fopular tasks My Account R —— STEP 1: Purchase a Telstra Pre-Paid Starter Kit reche
v [ Follow Recharge bl Store

Wiew, pay and manage bills FlEiEE Need a new mobile phone or already have one? We have a Starter Kit to suit yau,

LD Mabile Plans , BUNDLE & SAVE WITH . .
F= Mty A t o q TS HOW Buy Online - 5 .
HTC VELOCITY 46 ﬁ +132 +1 Metwork? fy Accoun lR YUU Browse mobile phones T — TELSTRA PRE-PAID WE CONNECT i El : iew uzage and manage credi My Account re—" @ Loei or Regieter
-

Sat uzage alerts and bill ramin ders
AUSTRALIA'S FASTEST SMARTPHONE o Gl EUE LS Rewates ACCOUNT @SPCES :

Getling started Find a Telstra Manage my Telstra sericas Rewards .
ON AUSTRALIA'S FASTEST MOBILE NETWORK Cowgen o+ s S NokiaNo iPhone 968 Matorola Defy + store _ _ —— P ——————
Metworks o an pre-paid on pre-paid Pay Bill m Mobile Phones FPay a bill Recharge hack usage| Actvate Pre- | Intarnational tylnbox | Login | Register Butras i 2 &
International erices 2 > 2 Pre-Paid Offers Faid é’ning D Sanices when you activats your new mobile service you'll be prompted to choose one of our areat Pre-Paid offers > El::r’(ez':r Cods
. " Rates — . - with Recharge Bonuses. You'll also need to provide us with 1D,
sees BEST OF PRE-PAID ACCOUNT SERVICES ' S 8 i e
International Rates ssee
3 o e * | Bill Humber 7 ! HIN Browsing Packs > Pre-Paid Contact
Parsanal Business e Enterprise & Government e DR o .; Iy Account R . I —— T ra— R Pay Bill | Recharge Billing & account tasks i Core e A
coss ey )@ EEL onpra-pad onprv-£ald Touch™ _ obile taske Webrmail > incurence 5 Fre-paid Hobile
Extras (= UL reFaic Wiy the Nex G Recharge when and where it suits you Using one of our many payment options. For example yau can use Phones
Continue Metwork? your debit or credit card to recharge straight fram your mohile or computer, Dan't worry if you don't have a
telstra.com. au/personal Senices Horme products tasks Ask the forums - debit or credit card; there are plenty of other options to choose fram.
3P bill Rat iFadiFag 2% Apps and Services
ay iy bi Eegiste{ for "My ates d/iFag IPtermet tasks Coveraae & . Recharge £ sHARE EEE
Dt Pz o '
Mabiles Horne Internet T Bundies Mabiles Account Al n e 3 FREEDOM® CONNECT PLANS T - : = : a IFIAE & TR Sz > Metworks
With Plans Serices » Be among the first. i IES Paid Premium Care hobile s g Continue Intemnational 3 Taletra Dra-Daid Qrartar Witc:
MEWY SHOP MEW Activate Int'l surance — = _—
.\/. Roarning Why the Mext G
g I X I Pa) L Network? o Register for "My
- Account’
Apps and Semvices -
T Activate Pre-
Coverage & , TELSTRA PRE-PAID CAP ENCORE™ SUMMARY ®
MNetworks Activate Int'l
International » S S 3 Roaming
R WS
S 30 40 50 70 [ S ek
International Rates RECHARSE ECHARSE RECHARSE .
Telstra homepage Mobile homepage Pre-Paid Mobile homepage Account services page Getting started page
There are several ways in which the user can access the prepaid section from The mobile homepage is geared towards plans and mobile & focuses on new customers The mobile homepage is geared towards prepaid mobile, and not new The icons are at the top of the page in the most popular section. Users will There is too much copy on the page, this needs to be reduced to three
the homepage either the account services or my prepaid mobile links to rather than prepaid or returning customers. users coming to research Pre-Paid plans/offers and recharge values. be able to locate these easily once they have navigated to this page clear main steps at the top of the page
recharge . . . .
It is not clear on the mobile page where they would look to find prepaid only The choose a Pre-Paid offer and view recharge amounts is
information, part from the “prepaid mobile” link. The navigation title may be Only one hero offer is presented on this page. It is unclear missing. ideally users should select an offer before activation
igati ilei ; . . } X . ) ) This recharge icon takes users to a recharge page, where they can Issing, 1 yu u Ivation.
By navigating from the rqublle icon on'the tfelstra.com homepage confusing or misleading to user who are not looking for a mobile phone that there are 5 offers available, each with their own recharge h 'gh . di dd gl P gh’ df y
(most popular route) This is the most likely journey for new credits and values recharge without storing credit card details or the need for R dati
customers dations: registration My Account. However, it does not tell users the other ecommendations: o .
Recommendations: ) ways in which they can recharge e Include a step or link before activation to view offers
e  Change the link from Pre-Paid mobile to Pre-Paid or add another link in New customers who may not be aware of Telstra terminology
. . -Paid i i might mistaken Pre-Paid Offers to mean “specials”
Returning customers access the section through the for Pre. Paid information . , g p
account services link e Make it clear there are three distinct areas for each stage of the user’s include A o h )
journey: The account services icons are hidden on the right hand Bullet pints do not indicate that users can recharge in My Account nclude cc(jc>u:t S€rvices icons here, as per previous
; ; ; g . recommendations.
Returning customers access the section My Prepaid e  Prepaid research information bottom corner. Existing customers find the recharge and
mobile link e  Customers who are new and returning customers who need help activate icons difficult to find.
Clearly divide the page into three main areas, prepaid / SIM only,
Existing customers may login to view their prepaid services mobile phones and account services Recommendations:
in My Account/ MPPO. e Make it clear where users would find out more information about e Same recommendations as per mobile page
Users can change their offer in My Account, although checking their usage (include this as a icon in the right hand column)

presently this is difficult to locate. ) ) ) )
According to most eye tracking research, the bottom right hand bar is the area

users tend to miss. Users might easily overlook these icons unless they were
scanning for key words

Recommendations:
e  Remove the recharge field and panel so that the icons are above the page
fold.

Make the icons larger and more prominent
e Move the icon copy from next to the icon to underneath the icon

PRE-PAID USER JOURNEYS

Author: Linh Mcdermott
Date of last change: 1*' Feb 2012
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Recharge your Pre-Paid service

» STEP 1: STEP 2: STEP 3:
Enter recharge details Confirm recharge Congratulations

Recharge your Pre-Paid Mobile, Mobile Broadband or micro-SIM for Apple iPad®
Ta recharge using your credit/debit card or PayPal account, enter your details below. @
Ta recharge using a voucher, cheque, or savings account, please register or login to My Account.

To delete your saved credit/debit card, go to Delete Saved CrediDebit Card

Recharge details

*Required fields @

Pre-Paid service number* | | Check |

Things you need to know

Apple, the Apple logo, iPod, Multi-Touch, and iPad are trademarks of Apple Inc.

Recharge page

The recharge pages are in an older style and do not look consistent with
the rest of the Telstra website.

It is not clear there are other ways to recharge (i.e. dial #100# from your
phone, by Iphone app, facebook app by calling 125 8887 etc.

The recharge field is lost at the bottom of the page, and this
information could easily be missed. The field is labelled recharge
service number, but should also indicate though help text that this
is a mobile number format

Recommendations:

e Move the recharge field to the top of the page, and move
account services copy to the right. Shorten and revise the
copy.

e Include help text for users who don’t understand what the
service number is and provide an example e.g. 041 000 00000

e Recharge field could be missed as users try links first to see
where the recharge option is

e Include information on other ways to recharge.

e Advise users of the ways they can recharge

e Include a PayPal icon, MasterCard and visa card and debit
card options

e Include advice for overseas travellers that overseas card will
not be accepted and are advise to pay with paypal. Or dial
#100# from their phone.



PREPAID - online user journey — screen by screen

Telstra home Persanal
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Home
Latest Offars
Muohile Phones
Muobile Flans
Pre-Faid Mabiles
Getting started
Mobile Fhones
Pre-Paid Offers
Recharge
My Account
Rewards
Exdras
Senices
Fates
Data Facks

Fremium Care
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MNetwark?
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Coverage &
Metuors

Intemnational
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[V Home Phone | Internet FOXTEL & TV = Bundles My Account Shop Online  Help

tobiles & Plans

PRE-PAID

OFFERS

Set yourself free with Telstra Pre-Paid

0 sHrre HEE.

Spend what vou want, recharge when you want and choose the offer vou like, With Telztra Pre-Paid vou can get mobile your way.
Lowe to talk? Love to text? Love ta do it all? What about adding extras like Mabile FOXTEL or Bonus Data? Whatever you neead,
we've got an offer to suit you,

If you want a new mobile phone o

Choosze fram some of the latest and greatest mobiles at Shop Cnline oF visit your nearest Telstra Stare

If you love the phone you've got

Pick up one of our SIM Starter Kits at Shop Online or wisit pour nearest Telstra Store

Got your new SIM and your ID?

Just choose your offer and activate your mobile now, It's so quick and easy to get started with Telstra,

Already with Telstra Pre-Paid?

%¥ou can change your offer to the ane you like up to 10 times a year for free, Simply go to My Account or access it on your mobile
phone,

PP N S (L ] Talk 8 Text+ | Text# Data  Long Life  Telstra Pre-Paid Simplicity™™

- ________________________________________________________________________________________
1 like a Cap with the warks

Want heaps of value? Your Cap Credit can be used for talk 2 text to standard Australian 2 international numbers, Plus you'll get
Free Talk 2 Teut Every Might to standard Australian numbers and Bonus Drata,

Prepaid offers screen

It is not clear to new customers that Telstra have a concept like a Post-Paid plan
called “Pre-Paid Offers”.

It is also not clear that users can switch offers up to 10 times a year,
so this needs to be communicated.

Recommendations:

Include information and instructions that users select one of 5

offers when activating

Include information for customers that they can switch plans,

instructions on how they can do this or call Telstra.

Include information for existing customers, who may be on older

plans that they can switch to newer better offers (rather than
switching providers)

Include a recharge value matrix or some mechanism that allows

users to select by recharge amount, rather than offers.

Make call rates more prominent so users know what they are

Witvy the Hext &
Hetwork?

Apps and Services

Coverage &
Hetwo s

International
Roaming

International Rates

Help & FAQs

Wou can change your offer to the one vou like up to 10 tirmes a vear for free. Simply go to My Account or access it on pour mobile
phone.

G e S Talk & Text+ | Text & Data  LongLife  Telstra Pre-Paid Simplicity "

I like a Cap with the works

Want heaps of value? Your Cap Credit can be used for talk % tent to standard Australian 2 international numbers, Plus vou'll get
Frae Talk & Text Every Might to standard Australian numbers and Bonus Data,

Great News. Free Talk & Text Every Might to standard Australian numbers has now been extended to the 23rd April 2012,

RECHARGE = TOTAL CREDIT + DATA
(charged per kB)
$30 $250 400ME
($30 Recharge & $220 Cap Credit)
$40 $550 S00ME
($40 Recharge & $510 Cap Credit)
$s0 $1,000 2GB
($50 Recharge & $950 Cap Credit)
$70 $1,500 356
($70 Racharge 2 $1430 Cap Cradit)
$100 436

$2,000
($100 Recharge & $1,900 Cap
Credit)

INCLUDES FREE TALK & TEXT EVERY MIGHT to standard Australian numbers between &pm & 6am

All to use within Australia in 30 days

Telstra Pre-Paid Cap Encore™ raves e

Things you need to know

“our bonuses exclude some use such as: talk &text to satellite numbers and premium numbers (eg. 1985 numbers), operator
assisted calls feg, most 1 268 numbers), content charges and all use overseas, You can have a masimum account balance of $300
on thiz offer and any recharge that takes you above this limit will fail. Free Talk & Tent end=s 23 April 2012 unless entended by
Telstra,

Prepaid offers cont...

The prepaid offers are located at the bottom of the page and it is
unclear users must select one of these when activating or that
selecting an offer is the first step to activating.

It is also not clear that users can switch plans up to 10 times a year,
so this needs to be communicated.

Call rates appear to be hidden in a link at the bottom of the page

Home
Latest Offers
Mobile Fhones
Mobile Flans
Fre-Faid Mobilas
Getting started
Mobile Phones
Fre-Faid Dffers
Recharge
My Account
Rewards
Extras
Senvicas
Rates
Data Packs

Framium Care
Mobile Insurance

Mihy the Next G
Nethwao

Apps and Senvices

Coverage &
Netwo ks

International
Roaming

International Rates

Help & FAs

PRE-PAID

EXTRAS

Buy in bulk and save O sHARE EEeE.

Below are our current range of Plus Packs that can be purchased as extras to compliment your Pre-Paid Cffer, helping vou get the
best pozsible walue, The larger the pack, the better the value, Sojust pick and choose the packis) that best zuit your needs,

To purchase the packs you can use My Account on your compatible mobile ar on a computer, Or, for most packs simply text the
relevant code stated below (with no spaces) to 125PLUS (125 7587).

Browse the mobile intemetin Australia for less with a "Browse Plus Pack’

30mMB/z0days 200MB/30days FOOMB/30days 1cB/30days 3eB/30days AGB/30days
CODE: CODE: CODE: CODE: CODE: CODE:

BROWSEPLUSS BROWSEPLUS10 BROWSEPLUS20 BROWSEPLUS39 BROWSEPLUS49 BROWSEPLUS59

If you're not sure how much data you might need use the Cata usage Calculator to help you estimate your needs,

Going 7 Getan " ing Browse Plus Pack”

Wiew more details including a list of countries where you can use your international
Browse Plus Pack,

10MB/Z0days GOMB/Z0days Internationsl Roarning Browse Pack credit can only be used whilst roaming
overseas inthe countries listed,

Mo CODE Mo CODE They cannot be used for content requests, Unused dats enpives aftzr 30 days,

Text for less in Australia with a 'Text Plus Pack’

30 texts 85 texts 180 texts 500 texts
Approw, 17¢/tent | | Approw. 13c/text | | Approw. 12c/text | | Approw 10c/text

Prepaid extra screen

It is unclear that in addition to the pre-paid offers on the previous Pre-Paid
page, there are extra value offers they can buy. These appear to be better value
than the standard offers.

Revise the layout of this screen so that offers on both pages are
consistent

Ensure that users understand what to do with the codes, are they
supposes to quote this online or to Front of house when they call up

SMS recharge notification

SMS instructions have a error, instead of #100#, the user is asked to
type in #100. This needs to be corrected

When credit is used quickly, users may receive the same SMS
messages in rapid succession. Often users don’t know why their
credit tis being used up so quickly.

Recommendations:

Consider including in the SMS data or allowance remaining, if
this is possible.

Include instructions on how to check usage via phone using
another sequence, such as #101#
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Customers have an option of a quick activation process, to allow more customers to be able to activate quickly to
get themselves started as well as streamline the process for store staff. Customers also have the option of a
longer activation process which includes PIN number and My Account set-up

RESEARCH & OFFER SELECTION

Browse offers, recharge amounts and call rates

additionally, customers can view an offer-

recharge selector to help narrow the decision

View repaid
offers

—

View recharge
and call rates

L

Offer selector
based on preferred
recharge amount

QUICK ACTIVATION

Customers have an option of a quick activation process. This quick
activation process is also beneficial for store staff who may not have
the customers credit card details or want to enter in PIN/ passwords
for the customer

Yes offers
. iewed
Viewed viewe Enter SIM
offers? number ~ » Address — Identification —»

— Log-in
Offers have not

been viewed

Some customers who have
read the instructions from
either the SIM manual or
accessed the information
from the website may be
familiar with what Telstra
Pre-Paid offers and the
recharge credit values.

These customers are likely
to have done research into
the other Telcos to see what
they also offer. Some
customers would have made
a decision at this point which
offer is best for them

Include a feature that
allows customers to
select an offer based
on preferred recharge
value. For example if
customers selected
S40 recharge they
could see the credit
values for $40 for all 5
offers plus the
amounts of $30 and
S50 for comparison.

Customers who may have come to
activation pages who have not seen
any offers (travellers) are advised
there is more information on the
Telstra offers pages so they can
choose before going through the
activation process.

View & choose
offer

View recharge
and call rates

Offer selector
based on preferred
recharge amount

Some customers may not
have researched Telstra
or are aware that Telstra
have a number of offers

that can be selected.
Users may take a bit of
time familiarising

themselves with offers at

this stage.

Complete
activation now?

Yes, activate
i now

Welcome
Email or SMS

Customer can either
proceeds to the next
step as seamlessly as
possible or

No, continue to
full activation Choose

S

EXTENDED ACTIVATION PROCESS (optional)

Customers can have the option of a longer process however it will
be one user journey to complete three processes of Activation,
Recharge and My Account set-up so that they don’t have to
perform these as separate functions and enter in the information

again.

Yes recharge

now

recharge S
amount

No, recharge
later

Yes add/ store

credit card
- >

Add/ store a
credit card

Recharging is available to customers who
have purchased a $2 - $10 SIM or where
Telstra knows that the credit is low.
Since rechraging can only be done when
activatyion is complete (20min- 4 hours)

Credit cards should be saved by
default to enable easier payment
by iPhone app/ Andriod,

Facebook app, Telstra

mobile,com etc. However users
can choose to now have this

removed.

\J

EXTENDED ACTIVATION PROCESS (optional)

Customers can choose their security PIN for telephone calls as
well as a password for My Account, so that it can be set up for
them after the 24 hour wait period

Set up PIN to No, skip step Extended
Set up password . .
unlock your — —» Activation
for my Account
phone compete
Yes, set L 24 hours later L
up PIN
Welcome to My Welcome
Account email Email or SMS

My Account is registered for the user
automatically and setup 24 hours after
activation. If the set-up is incomplete, an
email or. Once My Account setup is done, an
email will be sent to the customer

Set up a PIN number to
unlock their phone, so that it
is easy for users to remember
their PIN umber

Date of last change: 1* Feb 2012
Version: 5.1



VODAFONE ACTIVATION SCREEN - current user journey

My Vodafone

Get started St
Register for My odatone
Frequently Asked Guestions
Prepaid . ’ .
I We've made getting started with ETEREDRD
N ~Your il explained
» Prepaid recharge options Vodafone Prepaid easy. My Vodafone ar
Financial hardship policy
Fign into My “odafons
5 Prepaid mobile phones
To begin, you'll need a Prepaid Starter Kit and any Vodafone FLayityjEa]

» Get started Prepaid Recharge for credit, Ifyou don't already have these,
you can make an online purchase

Recharge your Prepaid mokile
Activate Prepaid Mobile S
Recharge your Mobile
Broadband

> Recharge your account

PURCHASE STARTER PACK

> Express rechargs

3 Bonus Bark Alternatively you can wisit Us in stare or go to one of 20,000 Activate your Mobie
outlets across Australia including supermarkets, Broadband le
> Prepaid benefits & services newsagencies and service stations.

Manage your mobile
broadkand

Sign irto Bonus Bank

What you'll need to activate your Vodafone Prep ad

K5 Loy in to My Vodafone

Checkyour balance, recharge and
keep track ofyour usage

Step 1

Place your SIM inta your phone, then switeh it on
Username (Eg: 0414123123)

SIGNIN

Personal Business About Vodafone Three Shopping cart

@ Select your mobile number

Customers are able to select their mobile
number from a list of multiple numbers

Personal Business About Vodafone

Get started

Your details Your payment details

Welcome, thanks for choosing Vodafone.

Shopping cart

Keep your number Complete

To get started, you'll need to astivate your SIM card. You'l find your SIM in your Prepaid Starter Kit

Ifyou don'thave a Prepaid Starter Kit you can get one at over 20,000 outlets nationwide,

Check your nearest Yodafone store or buy anline now.

© Getting started

Users can either enter in their Mobile
number (called mobile number to
avoid confusion) or they can enter a
special activation key, starting with a V.
Users are given a temporary PIN
number on their starter pack.

A Pin number is required for the
mobile as well as a security question

Personal Business

Confirm your details

Get started Your payment details

Confirm your details

Keep your number Complete

Mobile number: 0452 394 257

Name: hrs.

Date of birth:

Address: RYDE, NSV, 2114

Alternate contact number: Mo alternate contact number supplied
Email:

ID type: Passpart M Australia 1 15

Agreement

[ hawe read, understond and agree to the Wodafone Terms and Gonditions and the Vodafone Frivacy Palicy.

[ have checked my address/es for Vodafone Metwork Coverage and canfirm that for my intended use ofthe services, my address/es

are located in the appropriate Yodafone coverage areas. | have also checked the device frequency page and confirm that my chosen
device is compatible with the Vodafone coverage area where my address/es are located.

BACK

About Us About this site Most Popular Phones Popular Sections Support

About Vodafone Shopping cart

Your payment details

vourdetais

Choose your mobile number

recharging or calling customer service
Available Mobile Numbers

(0452393451

0452394642

0452395027

SEE MORE NUMBERS NEXT
About Us About this site Most Popular Phones
Company Information Site Map Hot offers
‘iodafone Blog Glve US your feedback iPhone 4 16GB
Irvestar Relations Privacy Policy HTC Desire HD
Sponsorship Terms and conditions Mokia N&

Warld of Difference
‘odafone Foundation

Disability Access Samsung Galaxy 5

BlackBerry Bold 9700

Media Centre HTC Trophy
Careers View all mobiles
Privacy

2010 ¥odafone Hulchison Australia Pty Ltd. ABM 76 096 304 620

Keep your number

‘ou need o choose a new number for your service, even ifyou are planning on porting your old number acrass. This allows us to
activate your account while the transfer of numbers takes place. For Mobile Broadband users this will be the number you need when

Popular Sections
Andraid

iPhone
BlackBerry

iPad

Wodafone Central
Mobile Broadband
Prepaid

Contract Flans

Complete

© select your mobile number

Customers are able to select their mobile number from

a list of multiple numbers

Let's activate your SIM for robots
=\
step 1 Step 2 Step 3
Insert the SIM inta your maohile or Switch the device on. Have the following handy:
moderm For mobile broadhand connect your
modern to your computer
mohile number or Activation key  w09004123732
Flease nate: the details you provide will only be used in accordance with our Privac] X
Temparary account PIN ar Enguiry password  0gas
Get started
i, Sorryfor the inconvenience Mew account PIM oooo
- The mabile number or activation key you have entered is incorrect Please try ai ®
{a free call from a Wodafone mohile) or 1300 650 410 from another telephone se|
Confirm new account PIM - gooo
Maohile number ar Activation key 0300412373
Temporary account PIN ar Enquiry password 0886 i i 1
Fleaze answer this security guestion
MNew accountPIN. pooo - B
What's 1 + 57 B
Confirm new account PIN. - gooo N
Refresh
Please answer this security question
What's 1 +5?7 B
et NEXT
efresh
NEXT ‘
Personal Business About Vodafone Shopping cart

Get started

Save your credit card

Your details Your payment details Keep your number Complete

Did you knew? By saving your card details you ¢an recharge via phone, handset or
online, whenever you want. Find out more

Crves, I'd like to save my credit card details

Save your credit card for 2 guick and easy recharge

@ Mo thanks, 1 save my credit card details later

Personal Business

Save your creditc

(@ es, I'd like tn sawe my credit card details

Marme on credit card

Credit card number

© Confirm your details

A confirmation screen. Users can only go back on this page (they are
unable to go back to edit these detail or cancel on any of the previous
screens.

© save your credit card

Customers have the option of selecting YES or NO to
adding in a credit card

[slet)

—
VISA

About Vodafone

ard

Save your credit card for & guick and easy recharge

Card type  Select One v

@

Shopping cart

Get started Your details Your payment details Keep your number Complete

Did you know? By saving your card details you ¢an recharge via phone, handset or
online, whenever you want. Eind out more

© Credit card fields

Adding in credit card details so users can recharge

easily online

O Address & identification
Customers fill in their address details
Customers require a second form of contact,
Get started Your payment details Keep your number Complete another telephone number
TG Customers require primary and secondary
Personal Details |dent|f|cat|on
Title* Select Title
Firstnams * |
Lastname *
Gender®  Select Gender s
Support Date of bith = | DD v /| MM w0 §
My Wodafone
Contact Us
Coverage Checker Alternate contact number  Mobile v
Find my nearest store
Recharge Ernail *
Activate My Prepaid mobile SIM
Activate My Prepaid broadband
Address
Unit number
Level
e Tupe ofidentification *  ATM Card -
Street number*
1D number*
Streetname
Suburh or City* Identification expiry date ™ DD s MW » T
e (Set Dayto last day of month if expiry date has only month and vear)
State *  Select State
Identity yourset You will need to enter a secomd type of identification:
Type of identification * | Select identification [¥ Second identification *  Select Identification s
1D number*
NEXT
NEXT
Personal Business About Vodafone Shopping cart

Mobile number porting

Your payment details Keep your number Complete

If you already have a mobile number from a different network that you'd like to bring across to Vodafone, we can help you in just a
Tew easy steps.

Get started Your details

wWiould you like to keep your number?

@ ves, I'd like to keep my number
O Mo, thanks

Details of your existing provider

‘Your date of bith* 10/02 11976
“aur current mobile numbert

Yourcurrent provider™  Telgtra v

“our existing account type” O Postpaid

(O Prepaid

Please note:

This process normally takes a few hours to complete, but in some cases it may take up to 2 business days. You need to keep hoth S

© Keeping your number

Options for users what to keep their existing
number

Get started Your details Your payment details

eepyeurnumber

Welcome Linh, thanks for registering your Vodafone Prepaid service.
Your new Prepaid mobile number is 0452 304 257

Your activation is now in progress and will be completed soon. When it's done, you'll receive the following TXT messages:
* Your service is ready to use

« Your temporary My Yodafone password

Ifyou haven't received your TAT message, please click here.

When your service has been activated you can

Explore Vodafone
Weve puttogether a
=imple online guide to
helpyou get started

Recharge Online
Ina hurry? Recharge
instantly using your credit
or debit card

Choose arecharge

See our greatvalue
recharge oplions to find
one that's right for you

LEARN MORE EXPRESS RECHARGE FIND OUT MORE

Thask ysu

© Complete

Users receive a welcome message and instructions on what to expect and
what to do after their service is active.

Users do not choose any offers or recharge at this point, they do this after
they have activated
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