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Colour palette

Only a selection of the Telenor colours 

are available in this template, if you need 

additional supporting colours, eyedrop 

them from this panel.

Core colours

Our blue colours are a key ingredient for 

establishing brand recognition.

Supporting colours

Background colours

Text colours

Change colours

To change background colour, do the 

following:

Right click on your slide, select ‘format 

background’ to open the ‘format pane’.

In the format pane select ‘Solid fill’  and change 

’fill colour’. 

Use one of the theme colours or select ‘more 

colors’ and use the pipette to eyedrop one of 

the background colours  from this panel.

Always ensure sufficient contrast between 

background, text and logo.

Disclaimer
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This presentation, including any related webcast and Q&A session, is only 
being made to, and is only directed at, persons to whom such presentation 
may lawfully be communicated ('relevant persons'). Any person who is not a 
relevant person should not act or rely on this presentation or any of its 
contents.

This presentation does not constitute an offering of securities or otherwise 
constitute an invitation or inducement to any person to underwrite, subscribe 
for or otherwise acquire securities in any company within the Telenor Group. 
The release, publication or distribution of this presentation in certain 
jurisdictions may be restricted by law, and therefore persons in such 
jurisdictions into which this presentation is released, published or distributed 
should inform themselves about, and observe, such restrictions.

This presentation may contain forward-looking statements, including financial 
forecasts and estimates, as well as assumptions and statements regarding 
strategies, plans  and ambitions of the Telenor Group. Any such forward-
looking statements reflect the current views of Telenor Group’s management 
and may change over time. All forward-looking statements are subject to 
inherent risks and uncertainties, and many factors can lead to actual results 
and developments deviating substantially from what has been expressed or 
implied in such statements.

Although Telenor believes that any forecasts, opinions and expectations 
implied in forward-looking statements are reasonable, no representation or 
warranty is made as to the accuracy, completeness or correctness of the 
information contained in this presentation, and no assurance can be given 
that implied expectations will be achieved.

Unless otherwise stated, growth metrics are expressed in ‘organic’ terms, i.e. 
on a like-for-like basis with regards to currency effects, acquisitions and 
divestments.

The information contained in this presentation is subject to change without 
notice. Telenor assumes no obligation to update or correct any forward-
looking statement. Neither the company nor any of its affiliates accepts any 
liability whatsoever for any direct or consequential loss arising from any use of 
this presentation or its contents.
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Customer Service Transformation in Sweden
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Starting point: 
Complex set-up and flat 
cost development despite 
falling call volumes

3.5

2019

3.1

2020

3.1

2021

2.9

2022

2.7

2023

-0.3%

B2C customer service OPEX  & calls 2019 -2023

Customer service opex Calls answered (million)
4
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Two outsourcing partners

Different customer experiences for mobile & fixed  

Outdated systems, multiple product value chains, few 
automated processes and manual handling

Distance between customer service and rest of 
organization resulting in low value in feedback loop
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Customer Service Transformation in Sweden

Two years into the journey, we have established a new operating 
model and way-of-work yielding significant value creation 

Moved to hybrid 
operating model 
with outsourced 
partner

Multi-skilled 
agents 

Modernized call 
routing and deployed 
AI across sales & 
service journeys

Consolidated 
billing systems for 
mobile, broadband 
and TV 

20 % cost reduction Improved customer experience Improved sales hit rates

2023 2024 2025E

-20%

Customer Service opex

4.0 4.2

2023 2024

+5%

Customer Satisfaction Score (CSAT) (1 to 5)

2.0% 2.1%2.4% 2.6%

2023 2024

+10%

+8%

Mobile Broadband
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24/7 customer service at half the cost, 
higher quality & double sales
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Our ambition:

Digital first, proactive service with 
multi -skilled customer agents, 
creating value for the customer and 
Telenor across all touch -points. 
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• Automizing simple, repetitive tasks such 
as invoice-related questions 

• Scaling AI in sales coaching and 
finetuning our data and probability 
models. 

Examples:Our approach:

A combination of 
operational excellence 
and advancing in AI and 
analytics.

2023 2024 2025E Future 

ambition 

(2030)

-50%

Customer service opex

Half the cost of service

4.0 4.2 4.4

2023 2024 Future 

ambition 

(2030)

+10%

Customer Satisfaction score (CSAT) (1 to 5)

+10% customer satisfaction

2.0% 2.1%

3.9%

2.4% 2.6%

4.8%

2023 2024 Future 

ambition 

(2030)

+100%

+100%

Mobile Broadband

Double sales efficiency
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