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DEUTSCHE TELEKOM
PROFILE

CUSTOMERS & MARKETS
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Customers Markets
. >142m = Presentin 50 countries
mobile customers = Germany, Europe and the
= >31 m fixed-network USA: with own
customers/ infrastructure
>17 m broadband = T-Systems:
customers global presence &

= Approx. 5.8 m TV customers ~ alliances via partners

= Some 1.3 m managed
workplace systems

FACTS & FIGURES

Telekom in figures,
2013

» Revenue € 60.1 bn

= Adjusted EBITDA
€17.4bn

= Free cash flow € 4.6 bn

= Among the top 100
worldwide
(#89, Fortune500 list)

Employees &

responsibility

= Employees worldwide:
229,000

= 9,100 trainees and
cooperative degree
students in Germany

= Pioneer of social issues
(climate protection, data
privacy, diversity, etc.)

Source: DT 2013 annual report/ TMUS annual report to shareholders 2013
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BUT THE REALITY FORM TIME TO TIME DEVIADES...

... AS THE NUMBERS OF 2014 SHOW.

Bright field Cases 2013 /2014
28

® high criticality

10

® medium criticality

! 6 low criticality
1 I 0 0
Threatening Threatening Confused  Domestic Others
Customers Employees  Persons Violence
Darkfigure unkown!
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CASE
THREATENING CUSTOMERS



FRIDAY AFTERNOON 5 O‘CLOCK
Mr. Mdller is calling the technical helpline. Atter waiting and
walting and waiting...

SERVICE LINE ‘ P )

| RECEPTION
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http://www.google.de/url?url=http://www.gimp-werkstatt.de/forum/viewtopic.php?f=29&t=920&start=20&rct=j&frm=1&q=&esrc=s&sa=U&ei=sWaqVL6YMaTCywOlxoKgDA&ved=0CBgQ9QEwAQ&usg=AFQjCNHn3XmrolwG5vepYNxQmhnMsbz9NA
http://www.google.de/url?url=http://www.thinkstockphotos.de/image/stock-illustration-vector-cartoon-revolver/180069206&rct=j&frm=1&q=&esrc=s&sa=U&ei=yW-qVJe8KMf7ygPTh4LACw&ved=0CCYQ9QEwCA&usg=AFQjCNHzJ0vDVsxScxrxeyu5ORMA4i-m0Q

FRIDAY AFTERNOON 5.30 PM
The history takes it course...

| /

RECEPTION

The agent is The GSC
calling Group is calling
situation the
center (GSC) police

The police is warning to
troublemaker, Mr. Mdller.
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http://www.123gif.de/polizei/gif-polizei-0003.gif.html

IMPLEMENTED STANDARD APPROACH
FRIDAY AFTERNOON 5.30 PM

Agent informs Evaluation of Callback Threatener at
group situation situation / infor- | threatener to home &
mation by threat § check if reach- Allentation from
management able threat

Back to
technical
support to solve
the problem
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FIGURES & DATA



AMOUNT OF WORK

CASES OF 2014

™ Threatening Customes
M Threatening Employees
Confused Persons

@-Effort
serveral month active management/support
3,25

a few weeks active management /support [Aad 267
a few weeks opsevation period
during 1-2 days
up to 5 calls
0

19 4 1 2 15

Amount Cases

Domestic Violence
Others
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AMOUNT OF WORK

CASES OF 2014

Total Effort %

26,19

47,62 Threatening Customers

Others

15,48
Threatening Employees

3,57
7,14 Confused Persons

Domestic Violence
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CONTACT

Deutsche Telekom AG

Dr. Claudia Brandkamp
Oberkasseler Str. 2
53227 Bonn

+49 228 181 35317
+49 160 4472074
Claudia.Brandkamp@telekom.de

] I E BN ERLEBEN, WAS VERBINDET. Dr. Claudia Brandkamp/ AETAP-Conference 2015

15.04.2015



THANKYOU FOR YOUR ATTENTION!



