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Building a 100% Digital Service Provider – Jawwy Story

George Attia
VP of Customer Care, Jawwy - STC
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Why did STC offer Jawwy?
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Digital Experience Across Customer Journeys

Contacting

Self-Care

Chat & Social Media

Community

Buying

Home Delivery

Classic C&C

Online channel - eStore

Paying

Hybrid Model

Onboarding

App Onboarding process

Knowing

Social Media

Website

Try Me App

Using

App

Web Access
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Fully Digital & Social Support Social Media
& Community

Powered By

Chat & Email

Self Care
Powered By

Messaging
Coming Soon

WhatsApp
Coming Soon

Chat-bot
Coming Soon
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Self-Care & Community Support
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Jawwy Self Care

Self Care

FAQ

How to Videos

Access of Self Care At Your Finger Tips

Jawwy PortalJawwy App
Instant ResolutionVisual Support⌢⌣○ ✓
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Jawwy Community 

Communities

Forums & Blogs

Idea Lab

Living 
Portal

Peer to 
Peer

Lithium 
Gamification

Design 
Their Needs

Gamification

Ranking and Badges Rewarding=
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Data Plans for 3 - 6 Months

Unlimted Social

Unlimted Data

Activate Mawjood Extra Service

Mawjood Service Outside Coverage Area

Comments Kudos Likes

Engagement Level

✓ Implemented

✓ Implemented

✓ Implemented
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Contact Deflection

Community 
Visits

Seeking
Support Resolution

Cost Per 
Interaction

Contact
Deflection

Cost
Saving

Contact
Deflection
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Social Media Management

I Agent : Multiple Customers

Less waiting Time

Resources Optimization

Current Channels 

Coming Soon
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Measure The Success
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Performance Review

1234567812345FCR %

SLA 1234567812345%
112345 Min.
9

AHT 7 Min.

C-SAT 1234567812345%NPS 12345612344%
MNP

61%

Churn Rate

33%

11.8%
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Contact Deflection - 2018

Community 
Visits

944,299

Seeking
Support
576,022

Resolution
351,373

Cost Per 
Interaction

e.g 1$

Contact
Deflection

260,016

Cost
Saving

260,016$

Contact
Deflection

260,016
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Thank You


