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Different Customers, Different Channels — One

Challenge: Clear and Compliant Communication
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Contract summary

CONTRACT SUMMARY TEMPLATE

PART A -Template
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Contract summary
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Duration, renewal and termination
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Other relevant information
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-
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= Santrauka padeda palyginti paslaugy pasidlymus.
= lisami informacija apie paslaugg pateikiama kituose dokumentuose.

Paslaugos, jranga ir kaina

Interneto rySio sparta ir teisiy gynimo priemonés
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Sutarties galiojimo trukmeé, pratgsimas ir nutraukimas
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Customer
interaction
journey

l

1. Information about the callis
being recorded

B. Information on needed
oredit check

2. Information on termination
of contract

16, Any guestionsT

l

. Customer contacts Telia

2. NP5 guestions — how
satisfied the customer is with
Telia services owerall

7. Customer selected
subscription
{main information)

10, All mandatory information
from contract summary

15. Futwre actions f call back

agreed

. End of the conversation

3. Identification questions

&. Customer nesds
clarification.

3 service proposaks

{main information)

11. Summarising the interaction
{main information)

14. [Additional serice [
equipment offer]

4. Contact information update
(tel nr., email, address)

5 Marketing & GOFPR consents

12, Information on self-zervice
LSB0E

13, [Additional walue offers]

- The contractusl irformation




Heavy source
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contract T&C

-400

complains monthly
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Contract
summary
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Terms &
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More information does not mean
more understanding.

Most are related to

iea : refusal to pay when
More is said, less is there is no obvious

heard. 1 2 Telia fault.
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Even more

: . We add more upfront
:fo'r:::\ai:o‘;fat the 4 3 information due to the
> egt S B need for evidence.
interaction.

Overload

reduces Additional

understanding information




Less is more

Help customers to understand the

main information during the ordering process —
not everything at once, but what really matters
for their decision.

Deliver specific details when they are relevant — not
before, not after.

We understand the complexity and overload for the
customer and intend to resolve the complaint
in their favor.




Thank you !



