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As the consumer mobility pattern shifts towards a new equilibrium, we are revisiting our 

Core Building Blocks to position Axiata ahead of the curve in preparation for a “New Normal”

“Stationary” Mobility 
(Home as “Centre-of-Gravity”)

De-Urbanization / De-Densification
(Shift of “Base” from Urban to Sub-Urban/Rural)

Primary Shift in 
Consumer Behavior 

due to Covid-19

Optimizing 

Physical

Accelerating 

Digital

Product & Pricing  

(Consumer & SME)
Enterprise Customer Care

Network & 

IT

People & 

Organisation

Sales & 

Distribution

A C D FB E

“Unlimited” & Nomadic 

Mobility a Norm, Digital 

a Must – B2C & B2B

Delivering our customer 

promise profitably via 

innovative plans & OE

Fulfilling 

Customers’ Demand

Anytime, Anywhere 

Lean, insights-driven model 

to optimize physical-digital 

touch points

Delighting 

Our Customers at 

Every Touch Point

Intelligent OmniCX to 

deliver seamless CX with 

the lowest cost to serve

[To be covered

under Agenda #9]

“AE: New Growth Area”

[To be covered

under Agenda #10]

“Technology Transformation via the ‘Collective Brain’” 

Horizontal Platform for Data Analytics & Intelligence – Harmonized, Agile & Scalable
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[Product & Pricing] “Unlimited” & Nomadic Mobility a Norm, Digital a Must – B2C & B2B Alike
Delivering our customer promise profitably through innovative plans & operational excellence

"Differentiated" Unlimited Becoming a New Norm
(by app, by time, by speed etc.)

Hyper-Personalization

Home as the “Centre-of-Gravity” – Convergence

Businesses Must Digitize to Stay Competitive

Trends Impacting Our Business

Dynamic Personalization Capabilities (e.g. Yoodo) –

backed by Flexible BSS/OSS Configuration

Network Efficiency + Micro-Segmentation to Support 

Data Demand & Produce at Lowest Cost per GB

Partnerships with Leading Tech Providers for 

Enterprise & SME Solutions

Prepared for the Future

Segmented 

Unlimited

FWA & Fiber with 

Bundled Services

SME 

Solution-in-a-Box

(by Application, Time, 

Device)

(with Productivity, 

Cloud, Security)

(Turnkey, Modular, 

Integrated)

Capitalizing on the Opportunity

Dialog PowerPlan Drives ARPU Preservation

- 10% ARPU uplift from Power Plan

XL Launch of Live.On

- Staying in trend with an end-to-end digital brand

Accelerated FWA Expansion

- Expansion in Celcom, XL, Dialog, Smart,

OpCo Highlights

Beyond Connectivity – Enterprise Svcs in all markets
(incl. Security, Equipment, Cloud & DC, Application, IT Services)
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[Sales & Distribution] Fulfilling Customers’ Demand Anytime, Anywhere
Lean, nimble and insights-driven sales & distribution model to optimize physical-digital touch points and adapt to 

the changing consumer behavior

Home as Centre of Gravity

Retail-at-the-Edge 

Maturing Gig Economy 

Trends Impacting Our Business

Revamped XL App

Celcom’s 

Retail-on-Wheels

Celcom Ninja 

Rangers / BeBoZz

OpCo Highlights

>50%

Owned Channel Sales
2024 Aspiration

Just RM20 to Start

Start-up Investment for BeBoZz

5% of BlueCube’s

Acquisition

Robust IT Stack Enables Realization of 

New Sales & Distribution Strategies

Agile Reliable Flexible

Prepared for the Future

Digitally-native E2E Applications

Mobile

Retail

Neighborhood 

Retail

Community 

Sales

Digitally-assisted Retail

Multiple channels leveraging existing infrastructures

Capitalizing on the Opportunity
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[Customer Care] Delighting Customers at Every Touch Point 
Intelligent OmniCX to deliver seamless customer experience with the lowest cost to serve

Digital-First Customer Service

Consumers Engaging through 

Multiple Touch Points

Engagement on Digital Channels 

is Rewarded

Trends Impacting Our Business

Crowdsourced 

Customer Care
GigCX

Just-in-Time 

Just-as-Needed

(Accessible, Accurate, 

Anytime, Anywhere)

(Agile & scalable 

customer care)

(Omnichannel integration 

for lowest cost to serve)

Capitalizing on the Opportunity

Shared Chatbot 

Framework 

Cost Effective 

Customer 

Service
(Crowdsourced)

Prepared for the Future

Resolution without 

Escalation>80%

Response Rate99%

Average Response Time5 min
Most Socially Devoted 

Brand in the World

3 Consecutive Qtrs in 2020
#1

Aug’20 vs Jan’20 Growth in Digital Interaction Ratio

+13p.p Group-wide

OpCo Highlights
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Sustainable E2E Transformation

Fastest Value Growth
Mobile revenue growth, best-in-class distribution, scaling B2B, cost 
excellence, reengineered network

Future-Proof, Differentiated Core
Market leading 5G, AI/data platform, new technology stack, digital 
services platform and ecosystem

Fighting Spirit
Agile ways of working, war against complacency, talent rejuvenation, 
regionalization

[Peek Into the Future] Celcom’s 3-Year Transformation Program
Celcom’s Transformation Journey since 2017…

Phase 1

2017 2018

Revenue Stabilization

• Improved ability to launch 

competitive products.

• Transformed IT stack and 

enhanced reliability.

• Improved network to 

provide better video 

experience and wider 

coverage.

IT

Products Distribution

Network

People

Phase 2

2019

Cost Management

Operational 

Excellence 

At The Core

• Improved EBITDA 

margin (pre-MFRS) by 

4.7pp to 30.6%.

• Direct cost/revenue 

reduced by 8.2pp.

• Staff cost/revenue 

reduced by 0.8pp.

Phase 3

2020 

to 

2022

“New 

Norm”
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[Peek Into the Future] Celcom’s 3-Year Transformation Program
Next phase of transformation has just begun – 11 laser-focused, execution-oriented “Impact Centers” 

set to help Celcom unlock an incremental EBIT of RM300-500mn by 2022

2022
EBIT

RM1.6bn

to

RM1.8bn

2019
EBIT

RM1.3bn

3 Core Objectives, 11 Impact Centers

Fastest Value Growth

Reignite Mobile Revenue Growth Strengthen Core Distribution

Scale B2B Business Drive Operational Excellence

Reengineering Network

1

3

5

2

4

Fighting Spirit

People & Culture
11

Future-Proof, Differentiated Core

Future-ready Direct Distribution

Accelerate Home/ Convergence Reinvent Platforms for the Future

Lead in the 5G Era

Ecosystem of Choice for New Digital Services

6

8

10

7

9
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• >70% reduction in 

transfer points

• 2-3x faster time to 

market

2

2. Agile GTM
Launch 19th Feb

• One organization for 

sales & distribution

• Trade excellence

3

3. Retail 
Operations

Launch 3rd July

• Embedding Digital in the 

Business

• One team to drive Digital 

Experience 1st Strategy

4

4. CX and Digital
Launch 3rd July

• Reducing vendor dependency

• Improve time and cost to 

market

5

5. IT In-sourcing
On-going

• Management by numbers

• New execution rigor

• Analytics

6

6. Tx Rigor 
and Discipline

On-going

• E2E Business Accountability 

and authority 

• Micro-market granularity

1

1. Regional 
Empowerment

Launch 1st Jan

7. PEOPLE &
CULTURE

7 • Strengthen Core Competency & 

Ways of Working

• Culture of Accountability with 

sense of Urgency

• Discipline and Performance driven

[Peek Into the Future] Celcom’s 3-Year Transformation Program
Celcom has made significant changes in the way we execute…
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IC01

Reigniting mobile 

revenue growth

• Growing the active base with engagement and 

monetization activities – e.g. addressing early 

acquisition engagement

• Fastest Revenue growth in the market, gaining 

market share in both Prepaid and Postpaid segment

Mobile Service Revenue 

Market share1

+0.7pp
(Q3’20 vs Q2’20)

IC02

Strengthening Core 

Distribution

• Expand distribution footprint and growing # of 

activating outlets (despite CMCO)

• Maintaining high quality of acquisition while 

expanding dealer base

Monthly Unique Activating 

Outlets

+8.5%
(Oct’20 vs Jun’20)

IC04

Driving Operational 

Excellence

• Value-driven approach adopted - focus on high value 

initiatives to drive cost savings and efficiency

• Targeting RM250-270Mn cost savings by 2022

• 80% of 2022 target value 

initiatives identified;

• 20% of which in 

PoC/Implementation

1) Top 3 MNO’s Q3-20 reported results

[Peek Into the Future] Celcom’s 3-Year Transformation
Early results showing from concerted effort in driving fastest value growth
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Disclaimer

The following presentation contain statements about future events and expectations that are forward-looking statements by the
management of Axiata Group Berhad (“Axiata”) (“Company”), relating to financial trends for future periods, compared to the results for
previous periods, characterised by the use of words and phrases such as “might”, “forecast”, “anticipated”, “project”, “may”, “believe”,
“predict”, “expect”, “continue”, “will”, “estimate”, “target” and other similar expressions.

Forward looking information is based on management’s current views and assumptions including, but not limited to, prevailing economic
and market conditions. Our business operates in an ever-changing macro environment. As such, any statement in this presentation that is
not a statement of historical fact is a forward-looking statement that involves known and unknown risks, uncertainties and other factors
which may cause Axiata actual results, performance and achievements to be materially different from any future results, performance or
achievements expressed or implied by such forward-looking statements.

This presentation does not constitute an offer or invitation to sell, or any solicitation of any offer to subscribe for or purchase any securities
and nothing contained herein shall form the basis of any contract or commitment whatsoever. No reliance may be placed for any purposes
whatsoever on the information contained in the presentation or on its completeness, accuracy or fairness. None of the Company nor any of
its shareholders, directors, officers or employees nor any other person accepts any liability whatsoever for any loss howsoever arising from
any use of this presentation or its contents or otherwise arising in connection therewith.

“RM” shall mean Ringgit Malaysia being the lawful currency of Malaysia. Any discrepancies between individual amounts and totals are due
to rounding.
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