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We developed a service strategy that will help our client’s channel in creating excellent customer experience to its 
user and overall improving its customer service performance.
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• Conducted qualitative study through channels’
observation and in-depth interview to its channel 
manager.

• Concluded that our client’s channels is success due 
to the strong bargaining power in corporate brand 
and there is no internal channel conflict amongst 
their channels.

• Created a channel classification to drive competition 
between channels and created a new service 
standard for its channel.
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• As the biggest telecommunication company in 
Indonesia, our client planned to improve its 
channels service performance to the customers.

• The channels has a various service performance 
among others that will confuse the customers, 
and in the long-run will weaken the company’s 
brand.

• MarkPlus&Co was asked to create a service 
strategy including revitalizing our client’s service 
standard and improving its internal competitive 
condition. 
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We helped the biggest Indonesian telecommunication company in 
creating a service strategy to revitalize its independent channel

Case: Developing service strategy to create excellent customer experience


