Customer Cenfricity

Custemer Reltention Strategy

Cuslomer salisfaction is currently viewed os being a key
factor im any successful business sirofecy. Within thes contexd
Telacom Egypf's philcsophy is to use o comprahensive
process-oriented appracch 1o identify and implement
cuslorrar and service-oienied imoraovemenls

Crver the past year (2007], Telecom Egypf launchad a
CoToRenensie proararm Thal imvahees enncheng oo product
poriiclio and developing customer-ariented soluitions thal
coler focur cuslomers’ neads and complameant helr Beshleas.
In cacdedificen, i insoives o plan for rencovating and imnprcwing
our sakas culials inondar to offer supencr cusfomer service.
The program aso includes redesigning custormer cane and
compkoent chanres winich @l rerder them more eftechee
and accessible. Such asterive efiorts undoubiedly requirad
the slreamiring of cor crganizaticnal copabéilies in order
bo Increcne agifhy and efflciency

Within this conlext, cur call cenfar was availakbda 2457 to
sepdee our customers, dsten fo thalr wigoestiors, respond 1o
IRl cormckcriis, and Feln hem subscrbe 1o o services
In addition, 2007 witnessed diverse initiative: aimed al
cleveloping new affen ard promotions 1o customern ol aver

IR oy

The past yvear also usharad in fhe aslablishment of the
Custormer Care secior that will be resparsiible for insuning
b mexdrmum cualily of cuslomes coang, 185 raspansibililies
inclisds TE's phone bouligues and call centers.

Anowe ook 1orward 1o 2008 and Beyand, undensfaonding,
rraefing and exceedng customer expechabicns will remain
Ihie= T us of Gl sfrafegy, We niand fo continus with aur
cuslames axpenence enhonsemen| Srogram in ordear 1o
bwild long-lasting relaficnships with cur koyal customers,
develn mullcly rewarang apportuniies, o siccessiully
ccdanl fo ke charging morkel condilices
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