
Telstra
How Telstra adapted to a new market shift
and delivered a 30 point increase in NPS

Delivering a first-in-market nbn hybrid 
modem
With the release of the nbn in Australia, Telstra needed 
to adapt to the new market landscape, and provide 
competitive offers with Telstra-only value to nbn 
customers. Telstra devised a range of initiatives aimed at 
providing seamless customer interactions and improving 
customer NPS when distributing new nbn broadband 
services.

A new way forward - pre-validating
customer experiences
Telstra worked with Vision Critical (now Platform One) 
to engage their employees via an online community, 
Telstra Catalyst. With 80% of staff on the Catalyst 
community being fixed-internet customers with 
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Telstra,the company were able to place both customers 
and employees at the forefront of product and service 
initiatives. Through Catalyst, Telstra can gather insight 
in a safe environment, and an easy to use platform, 
that allows employees to share opinions and have their 
say as both an employee and a customer. Using these 
insights Telstra can make thoughtful decisions on how 
to improve the overall experience and design of Telstra 
products, services, and systems for its customers.

Co-created innovation - The Telstra
Smart Modem
Telstra developed the new one-of-a-kind Telstra
Smart Modem (previously known as the Telstra
Gateway Frontier), to help customers get connected 
faster over the mobile network while they waited for 
a home broadband connection. In preparation for the 

About Telstra 
Telstra is becoming a world-class technology 
company that empowers people to connect, 
aiming to create a brilliant connected future 
for everyone. Telstra provides services 
to Australian customers spanning across 
mobile, fixed voice and fixed internet 
broadband services, and their presence 
spans more than 20 countries.

Telstra leverages both its employee 
community, Telstra Catalyst, and customer 
community, My Telstra Experience, to 
shape and deliver ‘a brilliant connected 

future for everyone.’ With the release of the 
government-owned National Broadband 
Network (nbn) set to provide fast broadband 
to all Australians, Telstra needed a way to 
ensure they delivered a product that adapted 
to this market shift and delivered value to 
its customers. The result? Collaborative 
innovation between Telstra and the Catalyst 
community saw the launch of the Telstra 
Smart Modem, delivering an NPS uplift of 
up to 30 points in the sales to activation 
experience and 50% fewer modem returns 
year-on-year.

50% 
fewer modem 

returns 
year-on-year

13 point 
increase 

in NPS for 
plug-and-play-

purchases

18% 
decrease 
in order 

cancellations

30 point 
increase in 
customer  

advocacy within 
30 days

Customer Story  •  Telstra



Relationship Memory™

Telstra has already started to lead in the 
use of Relationship Memory™; the ability to 
contextualise insight and identify patterns
in data to build authentic relationships with 
community members that deepen over time. 
As one example, Telstra append more than 40 
categories of data flags every month to avoid 
asking community members unnecessary 
profiling questions. With Relationship 
Memory™, Telstra is able to generate ongoing, 
continuous insight from their members, as they 
evolve over time.

Strategic NPS
Like many organisations, Net Promoter 

Score (NPS) is a key business metric at 
Telstra. With seven years of customer 
insight gathered through both a customer 
community and employee community, 
Telstra make use of their longitudinal 
insight in the NPS space. Following 
customers over time revealed that many 
customers often change their minds about 
Telstra: shifts in NPS heal over long periods 
of time, but can be created quickly by a 
point of failure. With robust longitudinal 
insight and a deep level of understanding, 
Telstra’s position in understanding strategic 
NPS is unparalleled in the market and 
enables them to course-correct in agile 
environments to predict and prevent churn.

Predicting and preventing churn with insight

throughout variations in network availability. 
Additionally, for customers who bought a modem in-
store and were able to instantly ‘plug and play’ upon 
powering-up the modem, NPS increased by 13 points. 
Through innovation and customer-led product solutions, 
Telstra has also seen 50% fewer modem returns per year, 
and an 18% decrease in order cancellations. The Telstra 
Smart Modem, along with other solutions such as self-
install kits,have resulted in an autoactivation rate of close 
to 90% and led to 280,000 fewer password related calls 
in the first 90 days after activation.

launch, Telstra wanted to ensure the user experience, 
and specifically the device installation process, was 
clear and easy to follow for customers. With the Telstra 
Catalyst employee community at hand, Telstra married 
user and behavioural data with insight gathered from 
continuous, two-way dialogues exploring product set 
up, speed and performance, notifications, and overall 
experience. With insight gathered within hours, Telstra 
identified pain points and gathered in-depth insight 
from specific user journeys with the product. The result? 
Real-time, iterative developments. Telstra addressed 
issues relating to the mobile back-up capability and 
Wi-Fi coverage in a safe environment, implementing 
improvements quickly to solve user issues before they 
launched to market.

Delivering superior experiences -
boosting NPS
This Australian first nbn modem, showcased Telstra’s 
ability to deliver strategic and innovative products to 
its customers, reinforcing its network superiority over 
competitors with an experience that assured reliability 
and connectivity. When comparing to the baseline, for 
customers with the Telstra Smart Modem, Telstra has 
seen an average 15 point improvement in customer 
advocacy amongst new customers with a peak of 30 
point improvement. This demonstrated the ability 
of the modem to achieve and maintain connectivity 
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An employee community is an incredible 
tool for a product manager. Bringing 
together the insight from the community
and having real customer input across 
multiple teams meant that we delivered a 
better end-to-end customer experience 
than we could possibly do without our 
Catalyst community.
 
- Linda Sylva,
Product Manager - Telstra Smart Modem
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Why is Platform One Telstra’s 
secret weapon?

●  Relationship Memory™ to 
understand how community 
members evolve over time

●  Innovate in a secure and closed 
testing environment, prior to 
product launch

●  Pre-validate customer experiences 
with employee insight
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“For Catalyst, we want to continue creating opportunities 
for our staff to provide direct feedback into the innovation 
of new products and services. We hope to grow a diverse 
community in order to support new strategic initiatives, 
harnessing our employee’s expertise and knowledge.”
 
Phi Do,
User Experience Designer

Request a demo at info@platform1.cx

Platform One is a global tech and market research company with a specific focus on human experience (“HX”).  We help our clients realise their 
potential by understanding & predicting human behaviour, enabling them to build better products, provide superior services, and deliver exceptional 
human experiences (‘HX’). Our approach & philosophy is SwaS - Solutions with a Service, combining the latest technologies and innovative research 
methodologies with brilliant thinking to help deliver real business outcomes.
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