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Obii
stock rice ‘merged eniy. Hence Axiaa's
will goup. Share pice could bnefi rom
Successful M&A, ogether with
adding subsiance o the
Malaysian cconomy amonst
others (Khati 2017,

3. Axiat's Board of dircciors
should review thie Dividend
policy s0as o compensate
insestorssharehalders for
g up theircapital. s
often ssted that sable G not.
increasing) dividend pay-out
positve for investors, as it
implicsthat the company can
sustain s el n terms of
Fiancial resourcs with
camings suffcien 0 support
continued positive dividend

vields or investors

Table 1.0 Financial Perspectivesof Axiata Group Berhad.
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‘Customer perspective - To b the frst choice o customers and partaers by offering

superior customer experience while finding ways 0 build trust with all of s stakeholders.

[Obiseine. Measures Targets ives

"o be ranked mumber | i T New enanis | 1. Veary 1 Inroducion of e
Customer base agist pecrs with | the Customer | ncraseof 10% | online solutions andor
similarfoopint withinthe | stregitcr in Casomer base | Improvement ofexsting

ASEAN and South Asia egions.

st 31122007, Asita with
tppraximaely 350 millon
Customers wasranked nd agafnst
regional peers with similar
Jootrin ithin the ASEAN and
South Asa regions Hence
Customeraoguistion will be an
importan deiver of Aviatassuecess
tory- hat same driver which wil
ke Asiata o the et fevel o e
came and inally 1o

accomplishment o

Approprate nd

Updatedinformation

has tobe kepton

new customers, as

Aviai' business

coud grow
exponentilly as
crates lfe-time

forthe next +

years

vt has
inereased s
customer base
Jrom
approvimately
S20million in
201610 350
milion in 2017
representing an
increase of9.4%
(Asiat Group.
Berhad. 2017,

2. Increae the

3. Update the
websie's
Headlines
frequenty -
Finding the right
wording (o catch

Axiat s focused on
continuing with is massive
digtsation programme which
Wwould enhance customer's
endto-end experience
{ogether with networks and
platforms modermisation
(Axiata Group Berhad, 2017),
Axita hos 0 take advantage
of data snd technology 1o
make  differnce and atract:

2. Penctration in new
erritories

Finding pew niches (0
promoe Axiat' products
and soluions canbe a
iliant way toente new
markets and evolve ts
customer basc and nsure.
successful cxpansion. He,
Axiatacould, n this new
eritory. build a recal

empire.

u
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Objective

itatives

3 Contact Prospective
customers and Website
Headlines

Clearly contacting
Prospective customers by
way ofa phone call /o live
chat could ncrease
comersions by providing
sssurance on Axiatas
products and that thereis an
answer 0 any questons they
may have, Having the ight
headlines on Asiata's webite
could increase its conversion
ates by inciing them to read
more and get o businss
ally (NST
Business, 2015)

with A

“To e bsessed sbout Customers
day in and day out, thereby

increasing Customer saisfac

Customer sasfoction i racial o
Duikding o long-losing relasonship
with ustomers. Loyallyis formed.
die 1o constant customer
satisfoction. When cusiomers have
placed thei st i Asiata and i
s potntaland are assuredthat
it ill continve 1o delvr and
o theextramite o them, they wil
contine 1o do business with Aviot

T Customer T Tmplementaion
Saistaction Survey / | of suggesied
Questionnaires and | improvements
sccking fecdback

where improvement

s nosded. umber of
recurting
2. Number of businesses

recuring businesses
Frenewals by 3 Achiewes
Existing cusomers | score bove 485
forthe Net
Axiot used the Net | Promoter Score
Promoter Score 0| would ndicate

T Prov

excellent
customer service
Listen o customers and
address their oncerns in
timely manner; Axistas
employees should alays be
on the lookout 0 wow” the
customers by going above
and beyond

2. Make sure tha Aatas
employees have the proper

training and tools to

enhance the customer

5





image10.png
Objeciive Neasures Targets Initaives
Trita Bid has beencerified s he | measure the that Aviads | experience - Employees
st elccommuntcation operaior | willingnessofis | customersare | should hav theright atide
clobally under the 150 stndard | customers to mainly ol | and mind-set (0 ut customers
18208-2:2007 which represets 5| recommendis | enthusiastsPromo | fist.
dedication and contmuons products or services | ters (NPS,
mprovement i sevicing o others 20180),
experience for isend cstomers
(NS Busines, 2018). —

recorded 77 ptsin

s Tramsactional

Net Promoser

Seares (NPS) as

25 My 2018

NPS. 20150,
To be bsessed sbout Kesping | 1. Number of T Leam fom | 1 Treating your customers

exising customers Happy:
threby incrsasing Customer

retention

Repeat busiesspom Evsing.
Customers means Repeat Proft and
it 5 often stted that attacting o
v castomer costs more o the
business than keeping an cxising
“creasing cusiomer. retntion
rates by 5% increases profabily
by 2% 10 9 And many
companiesdon't realse o
Imporiant retenon 1. and focus

more on acqusion (Saleh, 018)

complants recorded
and documented s

much as possible

2. Customer Chun
Rate (CCR)
CCRisthe
percentage of
customers that have
been lostovera
spscfic period o
time (Burkard,
2018,

3. Repeat Purchase
Rate (RPR)

5

mistkes snd
reuce the
umber of
complaints

2 Undersianding
e reasons
behind losing the
customer and
reduce the CCR
by % annually
forthe next +

years csimate)

3. Improve the
customer

a5 Kings  The customer s
aways right

The mostapparent way (o
uarantee custome reention
510 prevent acustomer from
leaving - Cateh up with
them, kecping them n the
Toop and update them with
tilor-mad
‘which would igger epeat

business (Presecan, 2018).

formation.

2. Recognising the main
Variables such as purchase
patterns, product usage and
servicecall - Capuue the
sigals and then put
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Objeciive Neasures Targets Initaives
RPR s the Increase the RPR | safeguards n place 0 prvert
percentage of by Soforthe | customers fiom keaving.
customerswho've | nextdyesrs | Communication s key here
made more than one | (estimate) Purchase Paterns and

purchas at Avias

Product Usage could be

sore (Burkard, 4. Inceease the | idemified by ceatingalst of

018, mumber of imes | al sals which is compared

customer effecta | overcach quartr and

3. Time beween | purchase analysing th trnd. Where

Purchases (TBP) customers did not purchase.

B shows you how fiom Aviaafora signficant

many imes ayeara period of time, investigate the

customer completes possibe causes (Saleh, 2018).

a purchase (Buskard,

208, 3. Target customers with
specialoffers and reward the
most rofiab ones trough
aloyaltycard scheme and
cumlative discounts on
sclestedlines of products. Or
simply give away freeitems
on multiple purchases.or on
purchasescxcecding an
appropiat threshold
(Presccan, 2018

To increase Customer T Proportionof | 1 Increase the | 1. The inroduciion o the
Profiabifty as  business “Profitabie proportionof | ABC Exercise can allow
imperaive customersversus | Profable’ Axiata 0 segregate the

Loss-mking’ customersby | Profitable customers from

Customer profiabilyis a form of | customers 10% forthe nest | Loss-making ones. A listof

s that assigns revones and

expenses o customers,rather than

4 years (ntine

with target

hose Loss making customers
has 0 be produced togther

w
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Objeciive Neasures Targets itatives
o producisor rocesses uang | 2. Average pofit_| increase of 10% | wih theirpast purchases over

ety Based Costg. Hence, by
carrying out hisanalys, Aot
can differeniae benveen s igh-
ot ndoprofit customers:
Jocusng s sales effors on s most
profitabl cusoners, dropping
assmaking’ones or on how 10
altocateresources or the

sales marketing dhvisions. 1 the
ool s o improve Aiaia's
proftabilty and ncrease the
botto I,

per customer

in Customer
Base).

2. Decrease the
Costs by 10% for
the st 4years

the recent ycars and their
elevant costs tohave a
complee picture. This would
llow Axita to find where.
Actual Costs incureed dviate
from Standard Costs nd
hence find measures (0
effctively close the gap
MeNab, 2018

2 Re-visit and innovate the
Marketing Strategiesof
Axiata by creating tilored-
made adertisements for cach
roup of customers. This
would lead o clar messages
being commuricated o the
selected groups:hence saving
both saving time and
marketing costs - nstead of
eneric adertisemens.

3. Training provided to
Axiata's Sules Workforce on
How 1o tackle customers with
aview o rducing the
average labour hours spent
por customer (without
impacting quality o sevice
provided). Training from

»
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Sales Experts would be
required.

Table 20: Customer Perspectives of Axiata Group Berhad.
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5.3: Internal Business Perspective - Uphold integrity by always doing the right thing and
fulfling promises made o earn the trust o our sakehalders.

Objetive

Neasures

Targes

Tt

o be focused on Product
Leadership and Product

Desclopment  Tanoy

Process

To survive i this fost evoving world
and o achiee s Siategyfor 2016
2021, Avita Group shoud b the
Market Leader i terms of roduct

1 Time o market
2. Percentage of
slesfrom New

Projecs

3. Rewm on

insestment

4. Number ofdeas

. Reduce the
Time to Market in
e launch of
products

2. ncrease the %
of sales from nexe
projects by 7.5%
forthe nest &
years (based on

1 dea Generation Process
Should notbe limited o 3
specific department it should
be fimide. I he idea has
potental,discussions and
argumens help enhance it
2006

(Toul

2. Al the stages o Product
Development have 0 be

Development, Product movation | submited by argeted increase | scrutinised 1 identiy
and Time to market - his Wil elp 1t | employes nrevenueby [ bottlenecks which slow
buding and srengthenin is e, downthe roces nd deloy
reputation and brand name, which e time 1 marke
wllfrther contibue o opening the —
evesofpoential lnders s mplce | 3. Outsoure proceses
et toensure ‘which e ime-consuming
favourabie returns | and do ot contribute fo
on imestment. | value-sreaion
Tohave a sound Customer T Customer T Tnercmse T Delver immediate
relationship management sysiems | Satsfoction Customer response t the Customers”
and support servi i plce to Saisfaction queries and complaints. It is
beter engagefntract i 2. Volume of imperatine (o respond quicky

customers

Complints / Queris
and their Resoluton
Rate

3. Net Promoter

Seore

2. Aviats Group
shouldaim to
minimize the
volume of
Complains. A
high complaints
resoltion

00 custoner's complaint o
query 0 hesp hinvher
stisfid. The
ManagerSupervisorofthe.
Castomer Dept. should
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Objective Neasures Targets itatives
e s preferred. | followed up with i a tmely
3. Achievea

Score above 485
forthe Net
Promoter Score
ould indicate
tht Aviaas
mainly loyal
enthusiassPromo
ers.

Aviata Berhad
recorded 77pts in
ts Transactional
Net Promoter
Seores (1NPS) as
at 259 May 2018
NP, 20180

2 Arising resolution rate s
 good pointer of the
eficiency levels of he
customer servicsfeam - Set
targets and Reward stall
based on Resolution ate

achieved

3 Aflr cach customer
sericeineraction. send short
survey o customer or them
o rate their experience and
sugsest improvements. This
mightcncourage cmplayces o
g the cxa mile for the

4 Given tha Aviaa operaes
in e Telecommunication
Sector,  ensure  various
Contact channels e

able and operating 2417
for Costomers:  Phone
Support (ncluding Hotlncs).
Email and sosial media

support Live Chat Support

Achicving Compe

< advantaze
hrough sound Operational
processes

T Productvity T Tocxessd the
metic toolkit national

produciviy

T Contimuous evaluation of
it ntermal processes o asess

their cfectvencss through

n
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Objective

Neasures

Targets

itatives

stata vant o toke s busiess's
productiy o now e, i needs
o implementa sty for
operational excellnce, Operatonal
excellence s all about g
callsborative focus an your
Customer’s needs eeptng employves
stakcholders i genera)posive
and empovered. and contimally
improving the current actviies
theworiplace (1omson, 2018)

(Productivity Gam
Measuremen)

2. Cash low
encrated from

Operations

vt rsst 1
037 (P
2018,

2 Iocress Cash
o sncrted
trom Operaions
by 7 tocch
s for e nest s
St with
et ncrese
a75%in
Revenue)

3. Decrease
operation osts
(ough
climinating non-
value added
processes)

ongoing quality and process
contal

Also having recourse 02
productivity specialst (o

asses the group and find
ways 1 Boost up produciviy
(APS,2018)

2. Quality Department
could be involved in ensuring
every part of theprocess s
done correcly with potental
problems ackled at source
Axiata shoud cnsure that the
prosesses and warkflow arc
coing on smoolhly because.
disruptionscrcat wast and

nefTciencis.

3. Axiata should adopt the
“Lean Manufacturing’
seategy which works towards
consantly climinating non-
Value added acivties and
focus on constant product
improvement. Axiaa might
requie fresh eye forfinding
out what isor ot working -
Extemal Professionaladvice
Should be sought (Johson,
2019,

2
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Objective

Targets

itatives

4 Keeping employees
positve and empowered -
Motivoted saff mermbers are
far o lkely 10 o the extra
mile: Take care of the
emploges and reward them

for ther achievements

Focusing on the customer's
needs, operational excellence
s intrnal sttegy. buti's
customers that should benefit
most of all. By improving the
business’ intenal processes,
Axiata will ideally be betier
placed 10 respond o customer
requests and provide fst,
effctive solutions 1o it
problems (lohnson. 2018).

Creating sharcholder value

hrough day-to-day ativites

s imporiant for i 10 mprove
it shareholder vlhe, 5o s oard
shoutd bear he shareloders
nterest i mind when mking.
decistons, The greater the
shareholder value, he beser 1 or
the Group.

Good decision maling will nil e
compuny's projis, hich will result
inmproved shoreholdervale.

T Track the Group's
performance agsinst
Pecr companics and
with the Industey

(i Ratio of
profabil
liquidity and
Investment)

T Ensure ratios
ar i ine with
e Industy,if
ot better than the
ndusty and s
peers.

Ousmartthe
peers thiough out-
ofibox ideas and
rapid decision
making led by
srong leadership

T Creating sharehotder
value and Goad governance
0 handin-hand
Govemance board will work
owards idenifying arcas of
improvement and agree on
targets moving forward.
Implementing this srategy
requies strong leadership.
long-trm vision and an
undersanding of how Axiata
operats from (0p 0 bottom

»
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Objective

Neasures Targets

itatives

“This beng
reflcced n strong
profiabilty and
market

capialisaion

Table 3.0 Intermal business Perspectves of Axiaa Group Berhad.
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Digital Talent Factory in ASEAN and South Asia

ncreasing employee’s apabilities
and empowerment 0 deliver an
istanding srvics t the

Customers,orothe sakcholders.

the Key is 1o ensure hat every
mployee s abl i deliver a serice
ot would ptthe company i th bt
wdvantogeous posiion. 1 1s also
mportan to create the pproprite
vork environment for the employees
i o value thems s employee vho
fels appreciaed il aays domore
ham vhat s expeced,

Quote: Customers will never fove o
company until s employes love it

it

M

1. Number of
naining caried out
during the inancial

2. Employes

sasfaction

3. Employes
etention/ Employee.
Tumnover rae

1 Carrying out
raining sesions
o monthly
basis (usally |
per month) for
employees o
enhance heir
digial expentise

2. Achieving.
Posiie resuls
when performing.
Employee surveys
ona quarcrly

basis

3. Keeping
employee
rnover e as
Towas possble.

Itis s much beter
siratgy tokeep
your employee
low as posible.
and 0 spend
enery on
Kecping all of the

Innovation & Learning Perspectve - To be recognized as a Top Talent Brand and a

I

1 From Sustaimability &
National Contributon Report
2017, itis noted that the
Groupis committed o
investing USD 6 millon for
employees'certification,
wining and development
over the next three years
(Axiata Group Berhad, 2017),
Hence, the HR dept.should
ensure thatthese funds are
well employed i providing,
the adequate training (0

employees. Both On-site

and OFFsie trainings should
be provided with regular
assessmens.

2. Surveys will enefi
Axiata s they contain
employee perceptions and
opinions, which can then be
tackled by management
Surveys cam willalso assess
How engaged and dedicaed
employees are 0 thitjob and
the company as a whole.

x5
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Objectve

Measures Tugets
eam happy
moivated, and
productve in
it roles.

atves
HR dept. should carry out
Exit Interviews to
undersand why an employee
has resigned and o gain
insightnto the werking
environment, And
Appropriat sctons
undertaken to address issus.
hightghted.

4 Recognize & Revard
(oth Financial and Nor-
Financia), Encourage
Teamwork and "Knock out’
boredom could be avenucs
that Asiata could focus to
achicve highe retenton ratc

and kocp employces sisied.

5. Tokeep emplayess
engaged and saistied with
their work by cnsuring the
following are present: A
relased and happy
workplace, Clarity in their
Job role, tools and respurces
hat il b nceded for

sccomplishing tasks.

Thancing iformation system

capabiltes t achieve favourable
businessresults and to cmbark o

the ifth generation mobil netork

T User Eployes | 1. Ackioving

saisfacion Posiiv resuls
when performing
Employce surveys

T Use of wserfriendly and

o-date solutons that will

cut down on manual howrs,

reduce unnccessary taks and

%
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Objecive Measures Torgets Iniaies
(5G) which isexpected o beused |2, CostBanefit | onaquartay | mprove accuray i
widely in Malaysiaby 20222023 | Aalysis basi et doniying  and soving
Effivencss of | problems.
5 Productviy Gain | nformtion
Information Systems can consanty | Messurement Systems 2 Hold resutar
improvethe eicincy of peratons; UsersEmplogees mectngs
hes iy morrole nhe creaton 2 Borcls | and Provide reaktime
of new. podices and sevices and ouncighing | eedback onthe nformation
providin el dta e ki Costsaficrthe | yst; both posive and
adcision. implementton f | egaive. 10 would epresent
ind if dviata.imvesiscontmies 0 upeto-date for the employees a chance t©
mest in the st technologicol nformation | sep up and ke on a new
ahancemens, tis can well crete Sysme hough | chllnge el more
competive advaiage ver sl j— N
productvity - | responsbiliies hrough the
Anaysistobe | mplomentaon of
comsd outona | Information Systms.
montly bass
Or Comparison |3 Develap  log:term
wilhprevions | technology plan - Aviata
auarers efore | couldminimize climinate
implementaton. | disrupionsn produciviy by
implemening a long-erm IT
lan i line with he Group
20162021 sty and 56
Implementation by 2022-
2023 (Ihe St Onlinc, 2018)
Fromoting Axiatas Stratogy and |1 Feedbock/ |1 Adhieving | 1 Kecping employees
Vision amongst s employees and. | Sunveys wt Posiive resuls | the loop wih reler
addressany alignmentisues. | Employees trough fecdback sbout Aviata
awarncss sbout the | Contimuous | Group's Acquisios,

company’s strategy

feedback process

Mergers and Milesones.

z
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much more engaging (and fu) for ows abou th gy of
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o
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And Company Steatey
Stdespresented by the CEO.
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OF-Year Employees
Gatherngs or Company
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Evaring readines hovgh T horkey Ty |1 g bt e e

successon planing Posions Management | cleargoals pt inpsce for

e posions filed | mployce, and ha thy hane

2. %of Sullbeing
hied intemally

intemally over the
nextd years,

In 2017, 6054 Top
Management
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opportunites for progress
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=
(Axita Group.
Bertad, 2017,

2. Ausiing
2575 o of
Exernal: Intemal
Hiring ove the
st yoars

In 2017 atio
Evtrnal: el
Hiring was 40:60
(Axista Group.
Bertad, 2017,

3. Promoting
least 2 Womento
“Chief posiions
averthe next 4

No Female
romatedto
“Chief posiionn
0i6and 2017, 4
CrOm 20, 4
CEOmdacTO
2015 (Axiaa
Group Bertad.
2017,

nitaives
2 Professional Training.
and Support are provided to
Talented Employees for them
1o take on Managerial

Higher psitons.

Axiat developed the Talent
Factory' asameans (0
encourage, cmpoves and
motivae its employees to
pursue higher managerial
posiionsin the frm,
Remarkable resuls have becn
obtained namely: 60% Top
mansgement postons illed
intemally, 7 CEOs appointed
intermally, Females occupying
High positions e (Axiata
Group Berhad. 2017).

“Table 40:Innovation and Learning Perspectves of Axiaa Group Berhad.
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.1: Strategy Map for Axiata
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Figure 2.0 Suategy Map for Axiaa Group Bethad
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63: Explanations on SM links
1. One way of maximizng the sharsholder wealh. i 10 ocus on revene gronth. The
srtegy o optimize revense growth is through digitization which will open new
avenucs and market for Aviata, while creating innovatve packages such as fixed
Wircless Broadband for customers. It is xpanding its prsscace in the ASEAN and
South Asia regions using market development siregs. attractng more customers. In
onderto insrsase s customer base, using the product developmen strategy. Axiat will
opimise s use of daia and teshnology 1o devclop e innovative networks and
pltforms 10 ensure customers” end-o-end expericnces. Al the siags of product
development will have to be scrutinised to denify boulenecks which sow down the
process and delay the time 1o market. This can b done by increasing the employcs'

capabiliies and competencis through adequale aining

2. Another way of ensuring revenue growth is by creating aneco-system where customers
ar provided with Voice, Ineenet and other dgial servces n a single bundle which
will ensure Higher conversion rates nd longer ustomer ifetme. One way of retaining,
customers is through good communicaton and provision of ilor-made information
and then obisining valusble feedback. Aviata can the focus on reducing the number of

5
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complints and provide ts customers with improved services. I order 0 do o, there
needs to be enhanced customer eltionship management sysiems which can be done.
by incrasing customer sasfacton. Delivering quick esponse 10 the customer’s
ueries and complants is one way 10 ensure hat customers are saisfied. However (0
delver good and sound services to th customers, the mployces need 0 be trained and.

e propery cquipped with so0d communication kil and customer service qua

Another way of maximizing sharcholder wealth s by increasing Aviau’s markel
capializaton by finding ways (o cause an increase in shae price (lrough share
apprecition). Researshes have showen hat sucsessfl mrgersand acquisitons end fo
lead in a sise o share price of the merged entiy. Hence Axia's shae prie could
benefit from successful M&A, (ogether with adding substance 10 the Malaysian
economy amongst others (Khatr, 2017). Through merger and acquision,there can be
an increase in customer base in the merged entiy as Axiaa taps ino a new market
targeting new customers as well. Axiata can then enbance s customer reltionship.
management by sending shor surveys 0 customer afe ineracton, for them 10 ate
theirexperience and sugaestimprovements. This might encourage employees 0 g0 the
extramile for the customers,and ustomers il fcl satifcd withthe care and services

provided,leading (o them staying o

110 the company. However, o be able 1o deliver
such pofessional sevices, Axata has o improve it information ystem capabiliies by
developing user-rcndly and effcient T programs to collct and evaluate the suveys

from the customers
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Executive Summary

Axiata Group Berhad has implemented its first Balanced Scorecard (BSC) in 2008, when it
was expanding its services to new geographical areas (Axiata Group Berhad, 2008). The use
of the BSC has helped in supporting the company’s expansion to other locations through its
four perspectives by enhancing its efficiency and increasing its profits. However, as the
organization has become one of the leading telecommunication group in Asia, the need to
innovate and devise new strategies to meet its vision and mission is of paramount importance
to maintain its competitive edge in this evolving and digitalized world. Therefore, this report
seeks to develop a new BSC for the Group to lay down new objectives to be in line with its
vision. This new proposed BSC will help the company to leverage its resources (financial and
human) to support its strategies. This report also involves a designed strategy map linking the
sixteen objectives derived from the BSC which will help managers of the Group to quickly

communicate the big picture objectives to the employees so that they know where they fit in.
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