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Vodafone NZ — Effective Internal Communications
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Vodafone is at the heart of
the mobile future - where

Prior to using the Snap tools, Vodafone were looking for ways to overcome a number of internal
communications issues:

All staff emails were viewed as a junk medium due to high usage. In most cases they were ignored,
in some cases they were automatically trashed. Hence cut through for important messages was
difficult to achieve

Low staff survey response rates. Staff Surveys were generally posted in the intranet and a link
was sent out via email. Due to the issues associated with email volumes and all staff emails, the
response rate to staff surveys was low. Managers needed to chase staff in order to ensure that
important employee surveys were completed.

Free up team meetings. Team meetings were filled with reminders, business updates, product and
service updates etc. Vodafone wanted to ensure that team meetings were efficient, effective and
focused on their goals — not spending time covering off ‘housekeeping’ issues.

Centrally manage the internal communication process. It was difficult to centrally manage the
number and diversity of messages being put out by different areas of the business.

Drive intranet usage and help people find the information they require. Vodafone were
moving to a global intranet which due to its sheer size would be harder to navigate. They were
looking for a tool to help direct people to the information they needed.

Gather staff feedback easily. To ensure excellence in every area of the business and involve
employees, Vodafone were looking for a means to easily gather staff feedback regarding everything
from external contractor performance to preference on future possible brand images.

Timed, targeted employee communications. To ensure employees were able to focus more on
customers and less on administration, Vodafone were looking for an internal communications tool that
would allow them to receive only targetedinternal communications that were appropriate and
beneficial to the individual and that were timed to fit in with the employee’s work flow.

Vodafone were also looking for a cost effective, high impact way to ensure their continued performance in the
following areas:

* Employee brand alignment
 Employeeinvolvement,commitmentandenthusiasm

* Vodafone’s ‘one team’ culture and ‘1 Belong’ community spirit

How Vodafone met its internal communications objectives

Vodafone worked closely with Snap Communications to develop a solution that met all of their
communications objectives. The Vodafone / Snap internal communications tool set consists of:

Snap Shots Screensaver images and animation to convey
corporate communications messages
s Al Desktop alerts to ensure cut through for important
nap Alert business messages
Snap Quiz Pop up staff quizzes
Snap Poll Pop up staff surveys
Electronic staff magazines, automatically published
Snap Mag

and allowing all staff are able to submit articles

All of the Snap internal communications tools are administered by the Vodafone internal communications
team via the ‘Content Manager’. This is a web based management interface that permits the creation and
targeting of messages.

telecommunications,
infotainment and
information technology
meet. It is a highly
customer-driven
organization and believes
that happy, fun people who
enjoy coming to work
equate to a great experience
for its customers.

Business Situation

Vodafone employs around
1400 staff in New Zealand
and keeps its management
structure as flat as possible
to ensure that the decision-
making ability is closer to
the customer. Vodafone's
employees are encouraged
to take personal
responsibility for their
choices and to strive to
delight customers.

Comms objectives

In order to meet it's
objectives via its people,
Vodafone recognize the

importance of outstanding
internal communication. The
Vodafone team need to be
informed, engaged and
enthusiastic so that they can
anticipate customer needs
and deliver greater quality
and value, faster than
anyone else.

The Vodafone internal
communications team were
looking for a way to
communicate with their
people in a unique
innovative, fun, and effective
way. Snap Communications
were able to offer Vodafone
such a solution. Working
closely in partnership with
Vodafone, Snap
Communications customized
existing offerings and
developed a new tool to meet
Vodafone's internal
communications
requirements.

With the aid of the Snap
internal communication tools,
informed, enthusiastic,
empowered staff can
continue to deliver the mind-
blowing experience that
customers have come to
expect from Vodafone.
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Example of Snap staff quiz
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Search Vodafane Nz

Use this search servica to find local information on the Vodafane NZ Intranet... | =

IN THE NEWS

v.nue Scoops Supreme Award
Evoryone
§57 Tl Vodafone has been awarded the Property Council of New Zealand's illustrious Rider Hunt

Supreme Award winner at the industries night of nights. The judges were required to
evaluate o very wide range of criteria from amongst the Excellence Amard winnars &
coliectively determined Vadsfone v nue 15 the ‘best of the best

"=y New Staff Warning System
M ve put in place & new system for nobifying staff of Civil Defence Emergencies or for

giving you information in the event of a serious situation at Vodafone. So in a serious
evant you may receive a TXT from us with instruchions on what to do. All TXTS will be
pre-ficed with "VF STAFF ALERT 50 you know it’s not a hoax. We'll be doing 2 test of this
new system in the next couple of weeks, 5o if you receive a 'VF STAFF ALERT: TEST
ONLY, MO ACTION REQUIRED', don’t worry t's a good thing, it's only a test and you'll
LROW OUF W SYStem to get IMPOMtant emergency. iNforMation to you works! ._read

Beply by email to Alisha Jewe

Quiet Rooms - don't be on over stayer!
Vs The quiet rooms are being increasingly used as ‘private offices’ - for hours or days st a
[Q7] irro. Please remember the purpase of the quist rogrms! They are for short stays where

privacy is essential, they are for all of cur people (not just those wanting & personal
office) & when you leave the raom please take 2l your stuff with you. Over staying
disadyantages the rest of us - cos when wa need a quist space for 3 short stop it's
increasingly tricky to find onel Share the love team - we have an amazing building st
v.nue and sach area has been buill with & purpose in mind. Quist rooms. are for
sveryane .., don't be an aver stayer|

Eepls by email to Zena Thomas

Example of ‘The Lot’

“The Snap internal communications tools brighten the
office making it more vibrant. It has positively impacted on
staff engagement levels and brand alignment”

Matt East, Vodafone NZ Internal Communications

Snap Shots —Screensaver images and animation to convey messages

Prior to the use of the Snap Shots tool, the Vodafone default screen saver consisted of the
user's name and telephone number. Now the Vodafone screen savers are used as live bill
boards to project brand messages, business goals, motivational messages, promotion of
events, to inspire staff to submit business feedback and ideas, to drive intranet usage (the
user can click through to more information regarding a product or service) and to build
employee involvement (e.g. to preview new advertising campaigns).

Snap Poll — Pop up staff surveys

Vodafone recognize that their employees often have vital insights with regard to important
business issues or have ideas for how to improve business performance. Snap Staff Poll
allows Vodafone to capture these insights and suggestions.

The Snap Staff Poll tool also allows Vodafone to measure cultural and behavioural shifts. An
example is Vodafone’s ‘i.commute’ survey which tracks how staff travel to and from work.
Vodafone is promoting fresh ways of travelling to work as part of its Corporate Responsibility
program. The survey shows that, compared with two years ago, there's been great progress
with more staff using public transport and less driving alone in their cars.

“Snap staff survey is a great benchmarking tool”
Annette Culpan Vodafone NZ Internal Communications manager

Snap Staff Quiz — Pop up staff quizzes

Vodafone use the Snap Staff Quiz tool to build awareness and reinforce knowledge of key
products, services and projects. By utilizing interesting themes and offering great prizes,
Vodafone is able to ensure high participation rates

Snap Staff EMag (‘The Lot’) — Electronic staff magazine

Vodafone wanted to reduce the number of ‘all staff’ emails and to build community spirit and
staff engagement levels and came up with the concept of an online staff magazine. The
Vodafone internal communications team worked closely with Snap Communications to turn
this vision into a reality.

The Lot is used to:

* Welcome people to the business and farewell those leaving

* Run fun competitions

* House keeping updates — car park sharing update, use of meeting rooms etc
« Advertise internal staff vacancies

« Classified notice board

« And other employee engagement notices

The format allows users to both submit articles and to receive the final published version.

The results speak for themselves (vodafone June '06 staff survey)

* 50% of people notice a screensaver every time a new one comes out

* 80% of people thought screensaver content was ‘excellent’, ‘really good’ or ‘pretty good’
* 70% of people though Snap News content was ‘excellent’, ‘really good’ or ‘pretty good’
* 90% of people do a Snap Quiz ‘every time one comes out’, ‘quite often’ or ‘sometimes’

* 80% of people ranked Snap Quiz content as ‘excellent’, ‘really good’ or ‘pretty good’

* 2,500 people read ‘The Lot’ (Snap Mag) every month

* 50% of people read ‘The Lot every time it comes out’ or ‘quite often’

* 80% of people ranked ‘The Lot’ as ‘excellent, ‘really good’ or ‘pretty good’



