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JioHome

A unified smart home platform that empowers users to
seamlessly monitor, control, and manage their connected
home ecosystem through intelligent technologies and on-
demand services.
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Smart living
madeé simple.
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at your fingertips.

Get the agp ©@X®

e

JioHome &i&:

Smart living
made simple.

Control and manage your
devices, all in one place.

Shop now
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Context

India’s smart home ecosystem is rapidly expanding, with the smart device
market expected to reach $9 billion by 2028. On average, households
are expected to own 5-7 connected devices, driven by the growth of
high-speed home internet and lo T adoption.

Consumers today can access a wide range of connected services — from
entertainment and security to energy management and home
automation — transforming everyday living through seamless digital

experiences.

Jio aims to connect over 120 million homes to the internet by 2027
through Fiber and AirFiber, leveraging its extensive network infrastructure
to deliver reliable high-speed connectivity across Tier 1, Tier 2, and Tier 3
cities.

To support this vision, Jio is building a unified smart home ecosystem
that integrates internet, entertainment, and loT services into a
single platform experience, enabling users to manage and access their

connected home services seamlessly.
What are the market drivers?
« RisingloT adoption

« High-speed home internet growth

« Demand for unified home management
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Objective 1

AirFiber Service Improvement
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Customer Research & Service Mapping
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Understand how customers currently experience AirFiber and identify

friction points across the service journey.

Expected Outcome
Increase Sales 1.2x
Improve Customer Satisfaction (C-SAT) +5%

Objective 2

AirFiber Service Redesign

Customer First Service Experience

Design a streamlined end-to-end service journey that simplifies

workflows and enables scalable service delivery.

Expected Outcome

Increase Sales 2x

Customer Satisfaction (C-SAT) +25%
Reduction in operation costs 30-40%

Objective 3

In-Home App Experience Vision

JioPC

Keyboard & Mouse E
.

Use your phone as keyboard
& mouse for your JioPC

Unified Smart Home Ecosystem
Create a personalised home companion app that allows users to monitor,
control, and manage their connected home services in one place.

Expected Outcome
Increase Sales 2.5x
Customer Satisfaction (C-SAT) +35%
Reduction in operation costs 40-50%
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Approach

Reimagine the Fiber & AirFiber experience through a
customer-first lens.

Using research and data-driven insights, identify key gaps in the current
ecosystem and uncover opportunities to create a more intuitive and
unified smart home experience.

Design a seamless end-to-end platform that empowers users to
easily monitor, control, and manage their connected home services.
By simplifying fragmented systems and removing redundant
processes, the solution aims to deliver 2x improvement in user

experience while improving operational efficiency.

The result is a scalable smart home ecosystem built on a unified service
catalogue and interconnected home services—strengthening JioHome’s
vision to become India’s leading smart home platform.
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Emergence of systemic patterns impacting slow growth and high attrition

Solving for patterns NOT pain points to address the route cause (pattern analysis).

€ TrustDeficit

Cause of significant customer service issues:

» Desire for alternatives

 Reduced confidence

* Increased skepticism and dissatisfaction
e Financial loss

Leading factors are having significant effects:

 Reduced customer loyalty

Decreased sales and revenue

Negative word-of-mouth

Decreased customer engagement

‘®- Inclusive Service

Building trust in a service requires a
combination of several key strategies:

* Transparent communication
» Consistent quality and messaging
 Honesty and transparency

9 No Control

Cause of significant customer service issues:

» Sense of powerlessness and helplessness
* Frustration and low satisfaction
* Increased support tequests

Leading factors are having significant effects:

* Reduced customer satisfaction
* Resulting C-SAT decline

* Frustration and complaints

o Operational inefficiencies

@ Service Empowerment

Service providers can empower customers, giving
them a sense of control and fostering positive
experience:

o Customisation and personalisation
» Self-Service options
« Empowerment through rewards and choice

€) invisible Service

Cause of significant customer service issues:

* Discontentment
» Experience of confusion and stress
 Disengagement impatience

Leading factors are having significant effects:

» Operational inefficiencies

» Missed expectations

» Negative reviews and reputation
« Compromised service

®- Consistent Language

Service providers can keep customers well-
informed, giving them a positive experience:

* Proactive and personalised sommunication

» Service status, updates and alerts
e Multi-channel support

Q Siloed Operations

Cause of significant customer service issues:

« Communication challenges

* Hindered innovation

» Operational challenges and delayed services
* Inconsistent Experiences

Leading factors are having significant effects:

 Reduced sales and revenue
» Operational disruptions

* Increased costs

* High staff turnover

O Intelligent Automation

Service providers can streamline & automate
operations, reducing potential business loss:

* Automate repetitive tasks
e Streamline workflows
e Customer self-service
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Outcome

An end-to-end customer journey blueprint created for mapping the —

current service, from discovery through first-time usage. In-depth user @ O sorome

and data analysis reveals 86 breakpoints across the journey. 78% of
customers surveyed responded negatively towards recommending the

@ Home

service, with overall customer satisfaction score (C-SAT) continuing to
remain stagnant with over indexing of negative sentiment. 82% of
respondents feel inadequately supported or mis-guided in the discovery
and installation stage leading to downstream issues for support. Heavy
reliance on manual workers and over engineered workflows up to 200%
leading to operational delays and upstream complications with users.
Highly fragmented systems, up to 6-8 product siloes resulting in
inconsistent experiences, data loss and slow system performance.

A new brand and product experience that's personalised to the
customer’s home through the JioHome app vision "All under one roof"

is designed for competitive advantage through a superior JiopC

Keyboard & Mouse

Use your phone as keyboard
& mouse for your JioPC

differentiated customer experience.

JioGames

42+

7 NEW SMART FEATURES ENVISIONED FOR THE PRODUCT

+2 5x . 7

7 EXPECTED INCREASE IN SALES OVER 8-12 MONTHS TIMELINE

-40%

72 EXPECTED REDUCTION IN OPERATION EXPENSES COSTS

Play the Jio way

The all-new Jio Game
Controller for gaming.

00+ =

JioHome Calendar Photos

X  Q Free design tool x| 8 Figma:

& O @ https://www.jiohome.com

Home

.
h¢

Simplify y

eJioHome o A

Hello Shivam.

Let’s start connecting your home!

Network Internet speed D

= online @ Run test '—i 8 online

» O 8 ©

Guest WiFi STB Remote
Create password Add new

Parental Control

Enjoy premium Parental Control and advanced
security features worth $99/month as an
introductory offer. Keep your family safe.

Get started 55 Free

e ®
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Designing a product experience that's personalised to your home

A connected smart home service ecosystem.

0 Design Direction e Experience & Interface 9 Design System

The design direction leverages Jio brand values Bringing art direction and design together to create an Focused on business value, opportunities, and increasing
and design principles. excellent product experience. brand loyalty.

o

» Defined design direction from a concept point of view and « User experience and interface always focused on simplicity « Jio DS is challenged where the experience and design
achieved through a combination of interaction and design of use for the end user, keeping only the essential elements. doesn’t work with current system. New components, layout
elements. -+ \rterEetion resel sl res it dhe e uss mest anj §tyles arehpropose.d in order to keep the product simple

« A new proposed art direction for all product, lifestyle, and commonly used design patterns. Sl e

instructional imagery. « Unique design elements that are not part of Jio DS are
proposed such as the dynamic blurred motion background

on dashboard section, being fed by real-time data.

« Each section has a defined experience and highlighted hero
« Carefully selected design elements and crafted to convey features that supports easy-of-use and helps the user to
the right feelings at selected moments in the experience. navigate the product and customise it.
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Bringing the experience to life — All under one roof

Feature mapping for the JioHome app experience vision.

User Scenarios

App Features

Experience

Track Delivery

Cantrack order
delivery vialive
updates.

Unboxing

Follows simple guide
for registration and
setup.

Onboarding

Gets started with a
simple app
walkthrough.

Register & Setup
Devices

Review Home
Usage Summary

Onboarding
Installation & Setup

Hardware Setup

Able to self-setup
router for best 5G
signal.

Custom Dashboard

Selects favourite
devices and services
for quick access.

Pair Devices

Connects personal
and home devices to
the app.

Customise Home
Dashboard

Usage
Control & Monitor

Task Automation

Sets moods and
routines to automate
daily tasks.

Light Controls

Reviews active lights
and turn off lights that
are not being used.

Time Based Alerts

Gets alerted when a
visitor arrives.

Monitor & Control Smart
Home Devices

Manage All Devices
Remotely

Surveillance

Interacts with the
visitor and unlocks
the door remotely.

Climate Control

Controls home
climate by adjusting
the Air Con Temp.

EV Charging

Returns home and
monitors his EV
charging status.

Set Automated
Routines

Set Time Based
Alerts

TV Streaming

Uses the Virtual
Remote to watch his
favourite shows.

Energy Monitoring

Checks home energy
usage across all
devices.

Activity Log
Reviews all home
activity for the day.

Controls Energy
Usage

View Home
Activity Log
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Billing
Flexible &

Transparent

Reminder Alerts

Gets timely alert for
paying current bill for
Jio Home Services.

Itemised Bill

Views bill breakdown
to get an analysis of
spend vs. usage.

Flexible Payments

Able to pay with card,
UPI, EMI, loyalty
points, etc.

Check Bill
& Usage

Care

Support &
Educate

Alert & Notify

Gets an alert when a
device is offline or not
working.

Remote Diagnostics

Runs a full system
check remotely.

Problem Solving

Follows simple video
tutorials and step-by-
step guides to resolve
the issue.

Run Virtual
Diagnostics
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Account Settings

Modifies account
settings based on
preferences.

Personalised Offers

Gets personalised
recommendations for
products & services.

Explore Innovations

Can check the
upcoming new Jio
products & services
innovations.

Personalise
Account

Explore New
Innovations
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Renewals/Upgrades
Account Personalisation

Upgrades

Can upgrade plans for
cost saving and
enhanced features.

Loyalty Programme

Canview and redeem
reward points for
products & services.

Receive & Redeem
Rewards

Upgrade
Plans
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JioHome
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Self-Setup

BUSINESS PROBLEM

To meet the 100 million homes installation target for 2026, our current
engineering workforce is too small to meet the quoter of 100k installs per
day based on 2.5 hours per install. Scaling the workforce would require
additional time to recruit, train and deploy engineers with increased
operating costs by 3X.

SOLUTION HYPOTHESIS

We believe that reducing engineers installation time onsite will be
achieved by enabling customers to easily setup their own devices by
themselves in a timely fashion with the help a self guided digital assistant.

For: Families and professionals living and working at home.

Who: Want to avoid delays waiting for engineers to setup home internet.
The: Easy to use self-guided digital assistant.

Is: A smart sensor and analysis system.

That: Uses image mapping and object detection.

Unlike: Competitors which relies onsite engineers and fragmented tools.
Our: Has fully integrated features for faster processing and completion.
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Self-Setup

SOLUTION HYPOTHESIS

Customers have downloaded the app and it successfully recognises
objects/devices in the correct order sequence for assembly. They can
complete the process without exiting the app or requesting support.

BUSINESS OUTCOMES

Leading indicators:

« 60 Million app downloads YOY (1-3 users per family).

20% of customers successfully self-install without engineer.

90% of self-installs within average completion time of 5-10mins.

40-50% of engineer onsite install time reduction.
Average CSAT per install between 60-70%.

Growth of 100 Crore (Indian numbering system) PA based on 10k
employee savings via self-service.

RISKS & DEPENDANCIES

« Customers do not find it desirable to DIY no matter how easy it is.

« Need to understand the complexity of the different technologies /
devices as there are multiple deployment solutions. Speak with SME's
(Home connect team or device/infra team) to determine feasibility.

Unboxing with
quick & easy
self-setup.

FR

!
)’
=

@ Installation & Setup
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Unboxing Starting Leaflet Starting Leaflet
Receiving custom parcel from order Easy start leaflet guide Scan QR code to start
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Welcome
to JioHome.

Your single space to monitor and
control your smart home devices.

Get started

7
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CHECK YOUR ORDER £ CHECK (

Which device
would you like
to setup?

Hello, Shive

Please take a picture o

Do you have all
items for setup?

You need the router and the power
adaptor with the cable.

received with your ords

Your Jio devices

ces
am AirFiber Router
ter
Other Devices
AirFiber Internal Router
B st vor cox
\ Remote Control
Air Con +  1x Extender o
cle

Electric Vehicle

Something is missing Continue

Self-setup yo d other smart devices. Easy orc ure you have Easy orc ure you have
all items before setup. all items before setup.
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Let’s start connecting your home!

= Network @ Internet speed Devices

Online Run test -8 8 online

Guest WiFi STB Remote

Create password Add new

Parental Control

Enjoy premium Parental Control and advanced
security features worth $99/month as an
introductory offer. Keep your family safe.

& ®

Network




SHIVAM JAISWAL

JIOHOME

PROJECT

Find a great spot
for the router

simply walk around your home and

follow the signal strength.

"\ A ——
-

Animated Instructions Guide
To help you setup with clarity and ease.

Signal Check with Augmented Reality

A simple immersive experience to help you setup
the internet & get your home connected.

fl
i

Remember, you need n or BookeF

Sdaly i e §

to plug in the router.

- T g —

Real-time Guidance with AR Assistance

Context-based feedback in real-time to help you
setup the internet & get your home connected.
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reat spot
 router

ind your home and

gnal strength.

CONMNECT ROUTER

Connect the router
to a power socket

Plug the router into the power

socket and switch it on.

Animated Instructions Guide
To help you setup with clarity and ease.

To further smooth the process and not let you lost.

Support Throughout the Process

The router is now connected.

Feedback Messaging
To keep you informed at every step.

Check f
signal

Start walking away

and checking for |
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Find a great spot
for the router

Simply walk around your horne and
follow the signal strength.

Get started

© SHIVAM JAISWAL

PRIVATE & CONFIDENTIAL

SHIVAMJAISWAL . ART



SHIVAM JAISWAL JIOHOME PROJECT

Dashboard

BUSINESS PROBLEM

Current product teams are siloed in thinking and designing multiple digital
products in isolation within bespoke solutions across the home
ecosystem. There is no digital app strategy to unify all products and
services in the home landscape to simplify the experience while reducing
operating costs and legacy technical debt.

USERPROBLEM

Home users have to download and juggle between 4-6 Jio apps to
support home usage. It makes navigating confusing, with a lack of
integration between apps and requiring additional time for customers to
onboard and familiarise themselves with the interface and features. This
makes it a disjointed and frustrating experience for the customer.
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Dashboard

SOLUTION HYPOTHESIS

We believe that reducing customer call centre volume will be achieved by
enabling customers to easily access and control their home devices on
demand with the help of a smart monitoring device. Users can customise
the dashboard according to their preferences.

For: Families and professionals living and working at home.

Who: Wants to manage their smart devices both in-home and remotely.
The: Daily dashboard.

Is: A customised service aggregator and monitoring system.

That: Uses real-time data visualisation and IOT sensors.

Unlike: Competitors relying on customer support team and engineer visit.
Our: Has connected services for advanced monitoring and total smart
home management.

USER STORIES
« Asauser, | can set up and customise my dashboard according to my
service preferences.

« Asauser, | can quickly review my home usage and performance on my
devices running in my home.

« Asauser, | can be notified when there are any changes and alerts in
my home.

Favourites

Customise your
home app.

B S

i N = S, AR M G S EAEE aa T I
W E S A Sl W hWE B GE WS
N o, I
Yiell|li favourite
Ty ey = B | - i N N i | I'i...l._
J:.f el Nl B Sl W o Yol N M sl

o Personalised Dashboard

© SHIVAM JAISWAL PRIVATE & CONFIDENTIAL

SHIVAMJAISWAL . ART



SHIVAM JAISWAL

JIOHOME

12:41

Eﬂimﬂomev

Good
Afternoon!
How i:s your

experience
beensofar? @

e,

s N

(@ 24°C ) (@ Dry Air j) (% Wind;

Bedroom Speaker

Break Free = Ariana Grande

-+

Speakers
Connected 7 Active

Cameras >
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TV Remote >

Bl LIVING ROOM v

Al = .

gsnmamume 2.

Continue watching >

Disney+ Amazon Prime

Devices >
k= Bedroom All Off @ )
] 13 13

™ Central Light Wall Light
On O O
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12:41

L Shivam Home v

Good | —omaye. - ] °
Afternoon! T T g Energy >
How is your o e
experience
beensofar? @

(@2¢¢ ) (@ oo ) (@i e AT

Today, 3:05 pm

JioHome Premium

ki 12499 © Jio secured #:30%  (@40% ) (4 30%

Solar Battery Crid
Energy >

350 ¥ I30
Today, 3:05 pm Savings today Spent today

Bedroom Speaker

Break Free = Ariana Grande

Internet >

Today, 2:30 pm

Smart Home Owner Favourites Smart Home Owner Favourites Smart Home Owner Favourites
Customise your dashboard by adding favourite Easily monitor and access your home security. Activate home moods with a single tap. Know how
devices & services for quick access. Manage and control all home devices. energy efficient is your smart home.
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12:41

&ShivamHnmev

Good

Afternoon!

How is your
experience
beensofar? @

Amazon Prime

(@25 ) (@ o ) (@ v e

Bedroom Speaker

Break Froee = Arlana Grande Central Light

n

-?-

Speakers
7 Active

Home Member Favourites Home Member Favourites Home Member Favourites
Personalised & customised favourites based on Control scenes & devices for personal Control all personal room devices.
member needs & preferences. needs & spaces.
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Smart Control

LEADING INDICATORS

Users can easily access the virtual remote via the home app.

Users can turn on/off TV + settings.

Users can navigate through the EPG / menu guide.

Users can add their favourite channels for quick access.

Users can customise the layout configuration to their preference.
Users can access different viewing modes (accessibility).

Users can check connectivity/internet status.

Users can easily run diagnostics to ensure everything is working well.
Users can see all air con devices within the home/rooms.

Users can see current room temperature.

Users can pre-set time and temperature remotely for units or zones.
Users can see a live view of all active cameras around the home.
Users are notified when activity is detected.

Users can communicate with visitors remotely.

Users can open and close smart locks remotely.

Users can see overview of total energy usage for running their home.
Users can see devices that are consuming/charging renewal energy.
Users can see charging level and time to completion.

Users can see battery storage levels.

Users can manage what appliances can use what energy type.

Devices and Services

Monitor &
control home

devices.

o Remote control

!

« Users can see how efficiently they are using their home energy b
« Users canreceive recommendations for improvement on savings.
« Users can plugin devices for charging and system recognises and
records energy usage.
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Settings

Activity log

Report person

Archive
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() Your home is safe.

acTerey (i) FERSOMN .I FACES &,

436 121

W ACTIVITY LAST 29H e? ﬁ".‘
L

Community Watch ©

& Beware of reported individuals around
your neighbourhood and community.

& 6 Cameras

Remotely Monitor Your Home Security

Get a detailed view of your home activity when

you are away.

B e A g e e

" = E e T
S Frobone e iy il
ol ) 22

Interact with unknown visitors before letting them

Monitor Unknown Visitors

inside your home.

Smart lock

Cn

Settings

Activity log

Report person

Unlock the door remotely or report suspicious

Control Home Entry

visitor activity.
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V2 5Smart Locks Lock All @)

L0 L L0

Backyard Kitchen
Front Door Door Dutdoor

Locked Locked Locked

Shivam's Shivam's
Office Bedroom

Unlocked Unlocked
[ ]
3 Routines

1A

Mot at Home
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{ AirCon1, Bedroom o { AirCon1, Bedroom o

UL Ll LR (=1 Tk g Lo tRFEINE- |

SWing G Lavernda

Insight
Save more on Auto Mode

: o : Lising AirCon on automatic mode
= 23 c : = helps to save on energy costs.

Average speed Last 24h # COOLING

496 Mbps

H o @ 2 Automations

Mode Speed
Cooling Medium «.  Waking up o

OFF at 06:00 AM = Edit

i
== Sleeping

O at Q800 PM = Edit Q
Aroma

Laveroer

Flan speed (500 Mbps)

Actual speed

Recommended routines >
v Good speed with no outages.

Save more on Auto Mode
Energy saving

Using AirCon on automatic mode @
Automalic mode = View
—— Reduce usage and cost by 40%

Remotely Monitor & Control Issues Remotely Control Device Settings Set Device Automations

Monitor internet speed lags. Adjust all device settings from a single space. Set your devices to turn on or off based on your
daily routines and moods.
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Total usage £ Manage Energy

3.2 kwh

© 0 O

Solar Battery
2 kwh 0.2 kwh 1 kwh

® o

Save today with green energy.

Enﬂuun suiiaiinie wuay [0 pOWwWer

Energy Usage Overview

Check your home energy distribution & usage.

Paid

J Devices active

-l AirCon EV Tata

' Dinnlng room Garage

Lhiarging

tham 9%5%° /h

Switch o Green

™
Kichen = Loumnge

OM

Wom I h

Switch to Groen

Light

e Dinning room

ON

wom ¥ h

Switch to Green

All to Paid @ All to Green @

Manage Energy

Switch devices to green or to paid based on your

green energy yield.

Battery Level Enargy Usago Spand

55% 0.5 kwh 6 /kwh

Charge with Green Energy
Maximise your energy yield and
save on energy spend.

Charging
oM

iz
e

Aroma

Lavender

Manage Electrical Vehicle (EV)

Check and monitor your EV charging status.
Manage its energy source and much more.
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{ Virtual Remote

B 6 Remotes All OFF (@ )

L

B LIVING ROOM | | TV Remote >

B LIVING ROOM

Access All TV Remotes Virtually Remote Customisation Favourite Remotes
Remote control all your TVs from your phone & Customise your remote for better accessibility. Add your favourite remote to your favourites tab
quickly access your recently watched content. for quick access.
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TV up close

Enjoy your favourite shows
on a 100-inch virtual screen.

JioGames

Play the Jio way
The all-new Jio Game
Controller for gaming.

Fight Club

The Office
m Drama Tea5

Just started

2o Y .- -

< Virtual remote o

Continue watching >

Disney+ Metfiix

Watchlist >

)

dizcovery-+

Amazon Primo

Trending on JioTV+ >
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Usage

BUSINESS PROBLEM

Billing is fragmented across different business verticals according to what
services customers subscribe to. There is no integrated billing platform
and it is inconsistent across channels, resulting in inaccurate billing and

requiring a lot of manual intervention to resolve.

USERPROBLEM

Customers do not have upfront transparency within a single integrated
view of all their services and often the billing information is incorrect with
customers being overcharged. This results in lengthy calls to the
customer service desk to resolve, coupled with the lack of flexibility for
customers to manage their bills accordingly.
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Usage

HYPOTHESIS SOLUTION

We believe that reducing customer call centre volume will be achieved by

enabling customers to easily review and manage their billing and usage

through an itemised billing and payments tracker. Users can review their

connectivity usage and efficiency rating, with the ability to navigate to sub- m

sections via the customised home dashboard for a deeper dive.
W
For: Families and professionals living and working at home. Rev.ew your
Who: Want to easily review and pay their bills. h
The: Bill & Pay tracker. ome usage.

Is: A integrated service usage and payments system.

That: Uses real-time usage data and itemised billing.
Unlike: Competitors which has inaccurate information and manual billing.
Our: Provides transparency and recommendations toward cost savings

based on predictive trends.
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SAVINGS

| | | MONTHLY COST SAVINGS

SAVINGS

7100 3980 12480 eed

1 Month 2 Months 1 Month 2 Months 1 Month 2 Months 3 Months

184 68 used of 200 GB 240 xwn 140 wwn 100 xwn

40% ._ s  mEw

L]
Gaming Usage
® GAMING @ JIOSECURITY @ FILES @ JID SAAVH

20 29% 15% 10%

B GAMING ®§ AIR CON ® Ji0 CINEMA @ CLOUD
40%, 10% 30% 20%
facianedhsili o Storage is almost full

Actual average speed (400 Mbps) ; .
. , Consider upgrading to @nsure your

—_— Connected devices (18] 3 - g
z : X t data keeps syncing with Jio Cloud.

D
Upgrade to JioGaming

Gaming is using 60% (BOGB)
of your total data (200GB).

Home Usage & Spend Summary Internet Usage & Spend Cloud Usage & Spend Energy Usage & Spend
Get detailed analysis of your home usage & spend Monitor your internet plan speed vs. actual speed Manage your Jio cloud usage to ensure your data Monitor your energy usage to ensure you have
to monitor your expenses. to ensure excellent connectivity for your home. is always synced and backed up. your savings optimised.
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Remote Diagnostics

OPPORTUNITY SPACE

For: Families and professionals living and working at home.
Who: Experience problems or technical issues with Jio home products.
The: Diagnostics assistant.

Is: A virtual semi-autonomous technical support advisor.
That: Senses, diagnoses and resolves software issues.

Unlike: Competitors which requires speaking to a customer support team. R n vid I
Our: Provides immediate advice and support without the waiting time. u ua

di sti
LEADING INDICATORS Iag no Ics.

« Users can see overall health & maintenance of their home system to
remain up to date.

« Users can easily access diagnostics display any time using the app.

« Users canrun a full diagnostics on all software + hardware devices to
ensure optimal performance.

« Users select individual devices to diagnose.
« Users can see the diagnostics results of what has been analysed.
« Users can be notified in real time of any issues or faults in the system.

« Users canaccess known issues/report log to see what has been
found and resolved.

« Users can see auto updates eq. firmware, system updates etc.

« Users can be guided/assisted through physical hardware fixes e.g @ Remote Diagnostics
changing leads.

« Users can photograph known issues for system to identify and
suggest resolution.
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12:41 - all = == 4 4 12:41
{ Remote diagnostics 0 { Device check

Front Door &, Backyard & Front Door
Devices performance

Checked 1 min ago

& Backyard & No problem

This camera is working normally

Video not available

Last Online at 2:00pm

Problam
& Normal v Updating A Offline -

33 2 1 The camera 15 unplugged or turned off.

| @ Device Status Report
Device Care IE Report Log : !

2 Upcaming 1 M

&
& Power

@ Check your devices e — = © wif Connected
1 Play the video to learn how to check if
your camera is setup correctly.

& software Up to date
2 When you are done, tap below to check if

the device is working normally again. _
& storage 8 GB Available

Complete Smart Home Performance Check Device Check Device Check
Run a home system check for all devices with a Get simple and clear instructions to resolve Get a complete device performance report to
single tap. device issues remotely. know the status of your device.
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New Innovations

OPPORTUNITY SPACE

For: Families and professionals.

Who: Want to explore and learn about new updates and releases.

The: New innovations.

Is: Personalised content feed of the latest developments within Jio home.

That: Provides opportunities to explore, learn and demo new updates & innovations.
Unlike: Competitors that requires large marketing campaigns to drive awareness. l
Our: Is tailored and integrated directly in app for easy access and exploration. ore
dditional
LEADING INDICATORS a “Iona
« Users can access a continuous feed of content through the home app. services & new
« Users can explore & demo new product releases.
. : . = L
« Users canregister interest in advance of release date. In novatl ons
« Users canreceive personalised gifting promotions - Birthday, ®

Seasonal events, Festivals.

« Users canaccess how to tutorials for efficiency saving tips.

« Users canreceive free 7 day trial for new packages/services.

« Users canreceive free trial to JIO essentials subscription service.

« Users can see number of article likes, and share with friends.

« Users can see top trending articles.

« Users canfilter feeds according to tagged categories.

« Users can search for a specific article. 0 Sl
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12:41 - Jl T . 12:41

a Shi H 2 “ Shivam Home & A R Find your things at

home with Jio Tag

! . | Raview by Tech Guru
. More services New & trending . _ & &5 & 505
¥ o i, (]
More services New & trending 5 5

o . o

Groceries Home
& More Appliances

74 hr Dapls 20% O

Best energy savings
tips for your home

Keop your home warm and

@ i your bills low.
— : L g
i @ 3 min read
il ; 1

Medicine Movers &
Delivery Packers

1 Free Dalivery 20% om
n- mi s
Non-stop Streaming Thinking about home
With Jio's ultra fast internet, now enjoy insurance?

buffer across 20+ devices. Learn the benefits and

° L Imin read i 180k faatures af home insurancs,

AC EEFH'il}E T ° a min mead
& Repair ’ -
1 Free Servon

_ 0 Top rated
elLearning : - 1
JioHotstar with Al ; ﬁ? ‘«\

Bulymcriba Mow Fros Lossoim

Additional Jio Home Services New & Trending Jio Products & Services New & Trending Jio Products & Services
Solution in one space with shopping for Learn about what’s new and trending with product Personalised content & upcoming product demos
essentials, home insurance and much more. & service demos by tech influencers. to keep you informed & updated.
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Check bill &
usage

My Account

Personalise
account &
redeem rewards.

o Bills & Paymeanis

e Manage Account
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12:41

{ Current bill Account settings >

TOTAL DUE . Subscriptions

Jio Home Premium -
Manage
T2499 / month

JioHome Premium

5 2499 | 2499

Jio Home Package u Jio Rewards Member

Renews Monthly

G 1500 pts Radbeu Putre
L Worth 11500 4 -aj-:fi " | Upgrade to Jio One

Save 20% on your next bill.

Cameras
& Internet & TV 1499

500 Mbps with Unlimited Data
Jig TV with 14 OTT Apps
L
Bills
Energy Maintenance Payment Options

9 Solar Panels JioHot=tar

1 Battery Unity TEI'-I-'BE

Parental Controls

Surveillance View Bill

6 Cameras

Home Members

ﬁ _|_ Login & Security Updated
Divya

Limited Access Add Member

Maotifications

Bill Payment Notifications Bill Details My Account My Account Settings
Get notified when the bill is due. Get complete & clear bill information with no View Loyalty Membership & Redeem Rewards. Upgrade, modify all account related information
hidden costs. View all billing details & manage smart home based on preferences & needs.
members.
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Design Direction

Home is where the heartis. It is a place of confidence, a shelter from
storms. It is a place of peace and comfort. Where we love is home.

Designing a product experience that’s personalised to your home. It's
all about comfort and control, connectivity and automation, making the
home secure at all times. Combining the brand's values and principles
with the product's proposition to create a system-based design.

The concept of the JioHome ecosystem aims to convey warmth and
safety, with simplicity and modernity as key attributes. On a brand level,
this is achieved through art direction. Product-wise, this is achieved
through a combination of interaction and design elements. By bringing art

direction and design together, the customer journey and user experience
are consistent across all touch points. Jio Home is about comfort and

control, connectivity and automation, making the home secure at all times.

The visual design direction for Jio Home focuses on harmonising colour,
typography, imagery and iconography at the intersection of brand, design,
experience and technology. The goal is to create a simple interface that
anyone can use. Home should be a safe and soothing place. The selected
colour palette helps to convey this feeling while remaining functional
within the context of the JioHome App.

Connect. Control. Automate.

e E:-.I J_';I'lﬂ'ﬂ'":.-f"." _‘_._._ -. [ |II i
o
: Sl

= e, B E
TRl
T e
-y ¥
- et W BT TR
ek ks -

e A
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Design
Direction.

i

The desegn dinsction lewerages Jio's bransd
wnlises prel design principkes. # pims o
coeritdng Bhem with the proouct's value
propastion. Dealgn slomess we coreluly
amlacis] and criiling to oy [ha Fight
fepings of solecied momenis n the
EEpECETIOE.

Inspiration
Moodboards.

———n

Lifestyle
—Photography.

Foma decor phalograshy.

Jio Home
—Concept.

—

Home is where the
heart is. It is a place
of confidence, a
shelter from storms.
It is a place of peace
and comfort. Where
we love is home.

- AN

Using a simple image treatment we can keep mood
consistency and quickly bring a stock image close to
the desired effect.

w

?

e

e T T e e LR Lot

S E—_—

User
—Interface.

Irvaiting and insaing

¢"ﬁ-.

—

The concept of the Jio Home ecosystem aims to
convey warmth and safety, with simplicity and
modernity as key attributes. On a brand level, this is
achieved through art direction. Product-wise, this is
achieved through a combination of interaction and
design elements. By bringing art direction and design
together, the customer journey and user experience
are consistent across all touchpoints.

———

Instructional
—Imagery.

Aapresentalions and franstormational
B,
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A competitive advantage through a superior differentiated customer experience

A bold approach & rapid acceleration plan to win the home and become the No.1 market leader in India.

Run

Gear 1. Optimise for service Improvements

3 modes of acceleration to increase our revenue
and growth in the short term while establishing

the foundational building blocks for scale in the

mid-long term to achieve double digit growth.

1st Gear

Fixed the basics and develop a compelling
marketing campaign to increase trial.

Quick Wins Jio.Com MydJio app
Apply quick win Inspire Increase cross
solutions to fix customers & sell of existing
critical issues. enable themto mobile

act. customers.

Outcomes

@ Aver CTR increase by 5%

@ 5-8% increase in C-SAT

@ 1.2x increasein sales

Pro’s G

Continuous
improvements and early
incremental gains can be
deployed to market
rapidly.

Con’s Q

Marginal gains to be
made with limited growth
due to design of the
current experience.

Change

Gear 2. A unified service experience

2nd Gear

Unify the end-2-end service experience to empower
customers & streamline workflow.

e2e Design Self-install App1.0
Streamlined Enable Establish MVP
service journeys customersto of new JioHome
& workflows. self-install & app experience.
step up.
Outcomes

@ 10%reductionin OPEX

@ 15-20% increase in C-SAT

@ 1.6x increasein sales

Pro’s c

Seamless front end
design allowing customer
to explore and have
traceability across the
service.

Con’s e

Full user enablement will
only be as good as the
workflows and systems
that enable the
experience.

Transform

Gear 3. A connected service ecosystem

3rd Gear

Full e2e redesign of experience & systems for rapid
deployment & scaling of ecosystem

Catalogue System 2.0 App 2.0
Digital Process & Establish
catalogue of all automation MVP of full
service design for lean on-demand
offerings. ops. home services.

Outcomes

€ 30-40%reductionin OPEX

@ 25-30% increase

in C-SAT

@ 2.5x increase in sales

Pro’s G

Full e2e design solution
for rapid scaling and
growth with automated
systems & workflows.

Con’s Q

Organisation change and
re-distributed org model
to setup for e2e delivery
across the organisation.
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Strategy

PROBLEM STATEMENT

Today the average home user in India utilises between 6-12 separate
apps for accessing products and services within the home
environment. This number continues to rise with the growth of smart
homes. This overwhelms users by interacting with a complex array of
branded products that don't talk to one another.

Since the Covid pandemic, the home space has transformed into a multi-
purpose work and living space. Users require reliable connectivity to
access various services to balance work and family life. The demands of
managing the home are ever-increasing with less disposable time
available. Users are at the mercy of service providers either waiting for
engineer callouts to fix a problem or engaging in lengthy telephone

conversations for technical support. Business Case — .

SOLUTION HYPOTHESIS

A single digital application that enables customers to monitor and
control all connected services throughout the home. Exploring the
latest smart innovations and connecting consumers to a wealth of on-
demand pay-as-you-go services designed to enhance modern home

living.

The companion app unites high-speed internet, entertainment, security,
energy management and climate control into an easy-to-use self-service
interface, putting the user in complete control of their home

configuration. From reducing repetitive tasks through automated routines,
while optimising service usage according to when you need it. JioHome is
a simple, effective and affordable way to manage your home services — All
under one roof.

Agile Steps

1. Discovery
Understand the problem and key themes through research
and a holistic design exploration process, focusing on the
main use cases in order to sell the product concept.
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Feature Prioritisation

; Value vs Complexi
Ranked by customer and business values. d P ty

o Remote Diagnostics
e AirFiber Router Self-Setup with AR o
o Energy Management =
s O
o Surveillance with Community Watch 2
£
o Usage & Spend (Analytics) E
o Billing & Payment
o Personalised Dashboard
o Additional Jio Services _-' >

Complexity / Effort
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Estimated Timeline
1 Feature {PDC]‘ 1 s5print 15 £ weeks

... ....................................................................................................................................................................................................................................
Desirability check {collecting insights)
Feasibility check (collecting insights)
Deeper analysis gap study
Create epics
User stories & use cases
User / feature & service journey
Interaction model / 1A
User interface (specific for each section or feature)
Design direction [identity look & feel & unique screen)
Deliverables Research findings Kanban & epics IA & design exploration Final designs
e o o o o o N N N N N N R N N N NS E NS RN SN EE ST S NN TS EEEEEEEEEEEEEE
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Design Exploration — Round O

—Jio Home Surveilllance
Content & Design Exploration

b Eapmriame Exjiormiiori
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fi§ MyHome - o =

56 Devicos

a Your solar panel needs cleaning.

& Active 42 Active

df

e ]

24°C 37% Good '

MNext bill is due on 19.6.2023
Premium Packege

T8 ol *

(s

21%

Available

12:41

- -

3.4GB

= Actual spead

NNt

Average speed is 1 Gbps with no outages

0 1 Gbps

Cabinet Light

(T8

o 998 Mbps
> AllOff (@ )
Central Light Wall Light
o 2
Sofa Lamp Table Lamp
(- *

vo QD =
{ ENERGY o

Good!

You saved more this month.

96 Kwh

o 546 é 690

Today Last Week Last Month

™ 936 AM

Alr puriher was on for 6 hours.
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Deliverables.
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A single Jio home digital application that enables
customers to monitor and control all connected
services throughout the home. Exploring the latest
smart innovations and connecting consumers to a
wealth of on-demand pay-as-you-go sServices
designed to enhance modern home living.
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Design
Planning.

Problem
Statement.

[Ty

The companion app unites high-speed internet,
entertainment, security, energy management and
climate control into an easy-to-use self-service
interface, putting the user in complete control of
their home configuration. From reducing repetitive
tasks through automated routines, while optimising
service usage according to when you need it.

Resources.

———

Today the average home user in India utilises
between 6-12 separate apps for accessing products
& services within the home environment. This
number continues to rise with the growth of smart
homes. This overwhelms users by having to interact
with a complex array of branded products that don't
talk to one another.

Key
Assumptions.
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Since the Covid pandemic, the home space has
transformed into a multi-purpose work and living
space whereby users require reliable connectivity to
access a range of services to balance work and
family life. The demands of managing the home are
ever-increasing with less disposable time available.

N R——
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Strategy

BUSINESS OPPORTUNITY
Establishing a unified service catalogue designed to scale, with an
ecosystem of connected service offerings for the home. A streamlined
end-to-end solution to empower customers to take control of their

modern smart home.

A competitive advantage through a superior differentiated customer
experience. With a bold approach and rapid acceleration plan to win the
home and become India's No. 1 market leader. Key expected business

outcomes:

30 million homes connected with year on year growth
60 million app downloads YOY (2-3 users per family)
25% can self-install home products without an engineer
40% reduction in call centre volume via in-app support
Active daily app usage of 30-60 minutes per user
Increase subscription by 1.5x through upsell/cross-sell

> > > > > > >

50% reduction in product development through a unified
experience and tech platform for all home services
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Strategy

USER BENEFITS

Helping customers understand the value that the service offers and how it
can enrich their daily home life. It's all about elevating the way customers
perceive services and products, and by extension, the brand.

A world of convenience and satisfaction with a user-centric design

approach. With benefits tailored for each user and their use cases:

« 100% of customers can easily manage all home services remotely via
a single app.

« Save up to 20% on home management costs through efficient smart
monitoring.

« Average time saved of 4-5 hrs per week of repetitive manual tasks
through automation.

« Improved home safety and protection through real-time monitoring
and image detection.

« Instant on-demand pay-as-you-go (PAYG) services whenever you
need them.

« Getinspired and preview forthcoming smart products and innovation
services.

« 24/7 virtual assistant to advise and support.
« Set access controls and usage times for family members.

» Receive rewards and exclusive deals for members.

Awareness

Unable to Demo upfront

Field sales agent engages in lengthy
conversation with customer to educate and
understand their requirements without the
customer being able to experience the service.

ao

X2
Conaldaralion u :
Scalability barriers
Every request for information by a customer
requires an initial call back from a sales agent,

followed by an onsite home check, resulting in
heavy manual overhead.

Considarabon g
Product/Service Education
Customers struggle lo understand the value

(proposition) of Fiber/Entertainment - and how
it can improve their experience (vs TV).

Inslallation

informed product config.

Customers currently have no way to determine
a matching product/service bundle (and price)
to achieve best coverage of their homes pre-
purchase, While ECTs have no home specs
before inspecting the premise.

Key Themes along the journey

Pattern analysis

(-1

Installation

Delivery-Installation
dependency

installation on expected time is highly
dependent on timely and successful product
delivery.

Installation g

Unprepared for installation

Customers are not aware of what the
installation process involves, which
requirements their home have to fulfill and
critical decisions that are expected of them.

Installation
Inefficient travel storage

Engineers travel on mopeds to avoid traffic but
have to transport heavy devices per job which
requires repetitive journeys to collect and
return product and material.

Installation @
5 Apps to operate

Functional vs. Aesthetic placement decisions
can lead to extra costs to ensure max

connectivity - leading to customer friction.

4
Installation #

Low quality tooling ECT

ECTs private phones (and battery life)

are not suited for long time performance.
They have to charge at customers homes.

Iinztallation @
ECTs are not able to operate required apps on

on higher floors. They have to move stories to
operate.

Iinstaliation

Lengthy negotiations a @

Critical decision points at time of installation
with device placement and wiring
configuration can result in long discussions.

+
installation , .ﬁ
Hidden costs
Functional vs. Aesthetic placement decisions
can lead to extra costs to ensure max

connectivity - leading to customer friction and
ECT mistrust.

installation

Blind spots sup

limited Traceability of
misuse/skipping appc

First Time Usage

Highly manual

Activating devices, dc
configuring customer
apps require a lot of £
knowledge - creating

First Time Usages

Intangible Proo

Heatmaps/DL speed
Customers struggle t
tangible improvement

Loyalty

Missing incenti
Leads created/shared
Jiometry app are pick
department.
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SHIVAM JAISWAL JIOHOME PROJECT

Target

Jobs to be done & Ideal Experience

To attain the primary business objective of connecting 100 million Indian
households to the Internet by 2026, the target audience must encompass

a substantial demographic: When | consider to purchase a new When | know purchased goods require
$Ervi¢:e; ! ::nt tf:ﬁ u:d{::rs.tar: mh:w .H.:q sdditional interventions from .Hafl:iret fhe:d; Wf,:;al msta.'i'atmnh Whe
works and how its function 5 Wi, piia ; . appoiniment, | want (o nave a roug. wan
- - - technicians or involve construction, |
* Primary (50%): Medium to large families 6 to 8+ people ’ ’ : :
y( . 0) ! g . peop | cater to my needs, so I'm confident want s indarstonst the balsiation understanding of the premises, expe
(budget-minded, seeking value services for a better home life) the money is well spent. required material and potential the 1

process and requirements on my side,

so can prepare for appointment and challenges for a frictionless
decisions ahead of time. installation, so | can prepare / plan

(instant-gratification digital natives, quick to adopt services) . ahead "

. . T ~When I'm considering to purchase a
o Tertiary (10%): High net worth individuals Bew Btockict. | want 6 tnderstand

(time-poor, acquiring the latest and best. Low tolerance and patience. which is the right product choice for

High expectations for everything to be working correctly the first time) my home and my budget, so I can
make an informed purchase”

[ ] ]
| Acausion e

» Secondary (40%): Working professionals 18-24 years old

#confidence — #transparency —— #effort saving - #
A customer is enabled to A customer is guided to choose An engineer is informed about Ac
evaluate the service offering and best product that matches his/ basic home specs/feasibility col
pricing pre-purchase regarding to her needs and home ahead of installation. firs
his/her needs requirements. T v jus
A customer can make an A customer is prepared for the r
educated product choice pre- home installation appointment,
purchase. aesthetic decisions and

ahead of installation. =

L .
=
bl I e L L
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self-setup.
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Review your
home usage.
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78% of customers surveyed responded negatively towards recommending the service

Overall C-SAT score continues to remain stagnant with over indexing of negative sentiment

i s oasy fo bse. Infermiel Service i@

o ! facing ssues with setap baox -
will rele .5 /R0 for the intevmel £000 for

thee Sedup Boa®
Ferbhapah J, Channa

® Thaee 15 o reslriciion in my seckely. 5o § can't change Jio, ¥
ITunE v el P i J weDoal e Swalfioly rvraecikimidy
Theve ane foo mamny s | aim o with Jeo snd iere &
rac rprese e i sunoor e,

Karvimh K, Mumibes

“Whwe choosing | bosed my decision sooovding to the ot
app. now I Soes Aol Mese Sae DeTaLse TV [T fens
oy for a year il the mutweripdion. Afer Ul [ have fo by
separale subscniption for ot e prme g St

Prafulla S, Mumibal

5 am very fristrated with the the biting irforrmation for the servica, It is very

cnckear and complex, and nobody is there to belp me i this scenana”
Cauray K, Mumba

“An initial booking fee of B8 rupeos =

s the fiine print, which is surprising ™
Chabbd O, Dofh

required, which is not apparent and not
clearly stated anywhere, The team shows

T pi? i anchnce brusting the Brand, but then | see
oy el W cancalied | diok't hive ifemet far
f i | it ped iy refune ang way ssked $o
Py g Fowr ) P COMC TN, BUT agai e

SEICE i 50 show | ol It after 8 monti of delay

“Wihen fhis B arrived o Bhe incation, they we iy a hurry,
instpad oF taking wee Hrom @ o, Thy Dassaed IF theougdy [he
nEnSust B, AoW [ am BCK (T D Ewirci on the aaiiadesT the
wirg will gt cut. Th feam who insfaikoo it oY eved ke

mmeponuiily for it~

Retheesh J, Chennal

Ananda B, Mumbal

“They dicn’t explain or give & I warned my friend who was
dema, but were quick to going to get Jio, service is okay,
but be careful they are careless”
install and go"
Sreorath VG Bangalors

Aosnay O, Chennal

“Cirr v wabsibe | Say 400+ chanmpls i | oy
Rs:. K0 and If | pay R, 200 nupees then 550
channels. But no clwity on wiich 5504+
channafs ane snlrs chennels in e peck

The wabsile 5 so confiusing, Absoluiely no
clarity wihat is the right one o chooss™

“Thit sales team does not have the
dnforrmation ahout e cormect pla nos oo
promises, af the bme of sale, sad if [ pay for
T anni package, | would gt feo
volchors of free ntannet package, which has

not been givon fo me” it Siatons

Pl W, Chéniis
"Never used the bax as the
instaflation team never set
“Chawrvnal i & nol aaey Ao gl or Cabie nmmﬁw HEﬂf
T Sk y HOW i
ANl SONTRITTATIES 1T Raiup Do gl sfuek 50 cal'tmg ﬂ"“-ﬂ

i WEEkCigar CITT chaney, T §ned i swsch e
B 3 ey Pt M gy b o Bl e

Raf A, Dethi

Deeper analysis reveals lack of brand trust and broken promises

Top pain points & critical quick wins to improve the service

@ Critical customer pain points analyst

Sl

{®

Instalation

Pl s

* Customars experience duparitios in information shout plans and offers betwean the
weebsite and Wit the sales tmam.

= A0 imcreasa in the cognithve burdan on customens when choosing the mosl suitabls
plan for tholr nesds as the information &

* Custamers discover hidden hardwane costs only after instaflation

= Custamaers s informed about service sligibility only upon the errival of the sales

= Cumtamers rebying on ihe support team lor appoirbmesnt rescheduling ang schedisling
Bleckages place: & sgnificant burden an T SHpEor team

= Cuslomers sxperience frustration due 1o eiended wall tmes withou! Deng informesl
about techmician dolays,

& Customers ok o neliable source of huth Decauss the aales Deam makss inscourals
proemises reganding discounts and affers.

& Cughamers fincs The insladation process lengiiy ord Durdenboeme, eeding 1o rusbratson
& mpatience.

# The techmstian Bim's leck of pridcieniss in aidressing cusbomed concems atiout
hardhware placiman kacs bo custiosmer detntiaiictinn bl unmmschl e

= Technicians making lalse promses b0 resolve sues during Iheir ot i & laoving
prOCESREE Incompte,

* Techniciarm often leeve withoul providing a propear demd, leaving customan 1o
ninvigabe the uyritem on their own, which can be insirsiing

= Cushmers are dissstsafiod with the selup box expesience and find the remote
hartfwiare nol weer-frisncdly

@ Quick wins improvement recommendations

+ Linified CMS: Ensune that all infanmation, inchsding hidden corta, on the websiter madches with other
Indprmextion Chanral

« Intoractive decision gquestionnrairm; Develop o sefies of questions 1o undoretard CusIcTbr
profersnces & usage patterns, then recommend the mast auftable plan soocndingly,

& SME plerin: Provide timely alerts to cimiomers, regarding any now information or changea, promating
trarsgarency and mducing confusion.

= Push Notifcations: Sl up sulcmabed notfcations o remind cusiomans of upooming appoinbments and aliow
thesm b0 reschedule of ock apgosnimants with o smple click from e motification.

= Map integration: Brovide a map vew that displiys the real-time boation, giving wserm on estimated tinse of
wrrival and erhances the tracking esperience.

+ In-App Help Centor: Cresis an in-spp hedp centre thol aerves os a central by for uses ansistance. This could
inchude Fads, tetocias, guides, and troubleshooting resounces.

+ After Sale Support: Call custoeners a day prar b thew acheduled nstaliabion o corfirm e sppomtment and
Brier Ay pro-instalation quastions.

= Lipar Duidies andl Tutorials: Provicde cusdoemssns wsth a printed or digital installation gulds that includes step-by-
stop mstruchom. and Foubleshootng lips.

« Aemote Technicien Assistance: Enable customens bo request remote asaistance from a technician
whig can help troubleshoot issues & provide guiance via video chat or screen shasring.

» Personalised onboarding videos: Creste ondoarding videos thal explen how 1o wss the Inbernel sendice
wifectively, oovering common irsks and oubleshooting.

+ Cin-Demand domo videos: Include & ibrany of shor video demonstrations within the apg. Customors can
walch thene vdeas whenaver Hhey need guidance on usng specifc atures.

« Easy returns/exchisnges 1 Mlow customers to mitiate a return or exchsnge within the app by
generating tima slots assoclated with thalr order,

Estabishing the Toundatiensl Basics to drivie CUBIDEME giawih and scale

A new streamlined end-2-end solution empowers customers to take control improving the user experience by 2x and
reducing 50% of back office processes and redundant systems to increase service performance, optimise operating

costs & increase sales through a seamless connected services experience as the foundation to scale effectively.

T BE - AirFiber Service Expenionce (Target stato)

s gt S S ETETE TLEL z

Highly tronsactional sales orientated
Technology frsi
Mo trensparency & control

Rigid & infloxible service

Sikoed operations & manusl processes

Establishing & unified service catalogue designed to scale

An eco-system of connected service offerings for the home

The core service architecture

it's critical in developing a bost in class customer
experience that there ks come service catalogue
definad and structumd as a singls source of truth
for easy scaling and rellout af new service
propositions developed on a unified senaco
archiiecture. This will ensure 8 consistent approach
when defining service offerings, service promises,
banafits, plans and bundies that all adhere to a
standardised format that feeds our marketing
communications and operational workfows
dolivering 2 samply moassage o our customers to
rermove any barrers 1o purchase,

- ) JioHome

Additional gains can be achleved through rapid
deployment of net new services or plan
amendments in response 1o market conditions that
can b automatically deployed and updated across
all digital touch palnts with rer touch.

Secondary supporting senvices

Core service offerings

Beibscripticn Baseil & an-demars Services

@ Hoams kntermst

e Cloud Storage
e Horme Cong

Supporting services

0 Gmart Energy
@ Horme Oifice

6 Homa Entertainment

Contagtual sorvices 1o be monatised 100 RCIBASE] FOVOnGD Bhare

9 Horme Malntenance serdices
9 Homa Moving sarvices
0 Homdl InSIEFance servicig

o Homa Secimrity
@ Home Friness
@ Home krrigathon o

9 Home Bared services

" T

== : = - * g
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IMPACT )

inspirational & user benefts driven () 1.63 InCroase in revonue (Cor seroes) ®

Experience & customer lod () 70-60% C-SAT Score D]

End-2-end traceability & seif-management e 80-BO% reduction in customer call volsme )

Customised & porsonalised exporionce e 2-5% attrition rate f 1.4x increase | @

Scalable single app sorvice eco-system () 1.2 InCroase in FEVeNUS (uieon svice ®

@ Home Automatian
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