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Following the customer lifecycle

Search, understand, monitor, learn and act
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Net Promoter Score Satisfaction (CSI) Net Promoter Score
Postpaid HU Perceived Values - Mobile Fixed Broadband
00%
2016 2017 2016 2017 -2
Satisfaction Satisfaction
Direct Channels Store Mobile Call Center
l I nov/16 abr/17 set/17
Mar-17 Sep-17 M Resolution === Satisfaction
ANATEL PROCON Throughput
Complamts Fixed Broadband
2016 2017 2016 2017 2016 2017

Note: Surveys (jul-17, YoY) — NPS (ago17vs jul-16), Others (set-17, YoY).
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Leveraging Real Time Big Data

Search, understand, monitor, learn and act

Real Time Decision supporting caring and marketing

Segmentation . ( Monetization )
Profiling Cost Reduction
] Relationship
Client H Retention
J/
<
Lifecycle | Up/Cross Sell ” Churn H Relat. H Top Up ‘
Recharged localization Drop Call  Portability Social N;Lr::li:igce Bad debt
J
Offers Enable Probab  Pot (ARPU) Priority |
Upgrade v 80% R$ 13 e,
Additional Data Packet | ¥ 30% RS 4 3°.
VAS - TIM Music v 70% RS 3 2°,
Tailor Made offer x 05% - - )
3
Customized Channel Message
“John, you’re a TIM Digital Client. You’ve got a Special Bonus to
use on Mobile Internet service. Enjoy your 1Gb 1”
J

ey ey oy
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Real Time Analytics driving new business opportunities

Framework

!_. Tracking ‘ ‘ /5 Location ‘ N Mobile Insights
=== Outdoor Media i3 Digi i 5 Fraud

== Ou | EZ Digital Media 8 Prevention

2~ Financial Score ‘ @  Smart Cities ‘ ‘zph Smart buildings

Real Case: Rio’s Heat 1Map

Example of one day during Carnival
(on Feb, 20th, from 4.25 to 8.55)
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Opportunity: Go beyond connectivity

New value from data when combining connectivity with software and analytics

TIM BD & Analytics Brazil: loT National Plan TIM’s Effort

, M2M/loT Analytics “Startup”
® ANATEL  ®3BNDES

% 8 Bi CDRSIdaily = Connectivity + Services
Tl loT National Plan to be released = “Industrialize” proven cases
() > 41K RBS by Regulator and Minister = NB-loT/LTE-M
Active sites at Sep-17 @®Ep McKinseySCompany Fostering New Business Model

@ 34 Petabytes/mo

Network traffic at 3Q17

@ 59 MM subscribers

Mobile lines at Sep-17

1,920 CPUs Processing

£ 7TBRAM capacity
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Expectation
= Public-private partnerships

= Platform to increase
productivity and
modernization of public
administration

= Less taxation & Financing

» Data monetization through
partnerships

= Context based content
delivery

DIGITAL DNA

@ « Think Big, Start Small
 Make & Learn Fast
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Our Innovation framework: Selective approach

Process to filter effort, focus on exponential technologies and business models

Fostering and Governance

-

Innovation Innovation

. . ) . Wearables e i
Steering Trip Mobile Identity Gaming M-Payment iy Video Ads
M-Bankin
gCI g Big Data Tracking ezl Smart Agriculture )
. Solutions oud. Analytics i ) Big Data aaS
Innovation Innovation (partnerships) Y Smart Utility Smart Office
Video .
Forum Lab o7 Platform Smart APl Marketplace Al & Mthlne loT Verticals
OTT Video Drones Platform Learning Platform
. ' Transform
Open Innovation Framework
VOLTE CyberSecurity RCS 5G e-SIM Network
Engage Startup Technological ) Densification
Ecosystem Hubs Platforms Softwarization Sl cRIEEE R AR/VR Blockchain NB-loT
Cognitive Virtualization & SDN Network Slicing e WTTx/ FWA
o a Computing
Foundry.& Spln InIOff \_ Note: lllustrative
Co-Working (IoT Analytics)
PREMIO VRLDR_ . . . . .
[e7tesq] Among the 50 most innovative companies in Brazil
Accelerator Venture BRASIL (From 122nd in 2016 to 49th by Valor Economico 2017 Innovation Ranking)
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