
Design with operational teams the 
different practices and behaviors to 
adopt while  incorporating  the actor’s 
« relational signature »  in a sustainable 
and tangible way for the customer.

The network culture of the « quantitative » 
sales and the associated management 
programme system were not fostering 
quality customer service nor 
clients’ assistance.
All of this led to low satisfaction and 
recommendation rates, (72%) and (-6%) 
thus creating a high risk of attrition.

At the time, there was not a shared vision 
deriving from clients’ expectations and 
POS’ nature (Status, size, concept, team…) 
were very different. The enduced service 
quality was not perceived as being of the 
right level,differentiating and homogeneous 
within the network

Approach implemented
A diagnosis and prospective phase  has 
enabled the identification of the major 

elements to implement into the network.

A conceptual and experimental so called 
« Laboratory » approach was set up by the 
concerned teams which then allowed to 
conceive the common practices to be 
deployed in the network and those to be 
adapted to each POS

Achievements

The different practices and behaviours
supporting the operator’s « relational 
signature » have been formalized through:
A common set of practices - to be deployed 
throughout the entire network -that 
guarantees the quality of the relationship 
and of customer service, 
Exceptional gestures that provide a unique 
customer experience
On top, prospective innovation paths for 
tomorrow’s differentiation strategy have 
been implemented.
The different elements for the 
implementation of the « relational 
signature » in the long run have been 

identified (HR profiles, hiring and training 
process, tools and monitoring systems, 
remuneration system…)
The development of the team’s capacity for 
taking initiatives gave more flexibility to the 
network leaving room for a continually 
evolving positioning. 
Teams have ultimately found meanings as 
well as a true appreciation of their advisor 
and salesman status

Enhance a telecommunication provider’s positioning 
through its physical network.


