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Online Teaching Escalator

Company Profi le

TELUS Corporation operates as a 
diversifi ed telecommunications and 
wireless solutions provider in Canada.

Selected Statistics

FY2007 Revenue: C$9 Billion

FY2007 Employees: 33,000

Source: Yahoo! Finance, http://fi nance.yahoo.com (2008); TELUS 
Communications, Inc. ; Marketing Leadership Council research.
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TELUS struggles to stand out as an 
information resource versus competitors…

Competing Sources of Information

…because teaching efforts 
don’t “stick” with customers

Reason #1: Information Consumed Passively

Missed Opportunity

Reason #2: Interaction Viewed as One-Off

Customer
Case Study: How Gamma 

Streamlined Inventory 

Management with Wireless

*

Our Mobile 

Products

Sale

*

*

How Alpha 
Telecom Can 
Help You

Wireless 
Information 

Security

Shared Traits of 
Typical Resources

• Highlight products 
and capabilities

• Focus on the “hard sell”

• Require little user 
involvement

Target Behavior: 
Come Back for More

Current Behavior: 
Download and Leave

“Where should I 
go now for more 

information?”

“Let me tell you 
about…”

Where do 
I begin?
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Wireless Solutions Road Map

Business Productivity Safety and Security

Leading with Learning

TELUS Engineers Three Key Features into Its Online Teaching Tools to Drive User Engagement

Interactive Tool to Enhance Customer Learning

EMERGENCY RESPONSE

View This Scenario

*
*

*

*

Organizes content around customer 
interests—but directs them to most 
probable knowledge gaps

Feature #1: 
Critical Issue Orientation

 Emergency Response—Self-Assessment

Which of the following ways do you (or will you) provide your workers mobile emergency response 
solutions? (Please select all that apply.)

 Field incident response management  Emergency communication devices

 Emergency communication infrastructure  Central site emergency management applications

Other (Please describe) 

Emergency Response—Online Tutorial

Presents relevant, company-agnostic 
content through interactive modules 
to maintain user interest

Feature #2: 
Non-Commercial Content 

* = top areas of interest for your peers.

Prompts customers to assess their 
current state to reinforce importance 
and urgency of taking action

Feature #3: 
Embedded Interactivity

Reason #1: Information Consumed Passively
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 Emergency Response—Self-Assessment

Which of the following ways do you (or will you) provide your workers mobile emergency response 
solutions? (Please select all that apply.)

  Field incident response management  Emergency communication devices

  Emergency communication infrastructure  Central site emergency management applications

 Other (Please describe) 

Get Basic Benchmarks

Customer

“I see that I’m behind my peers 
in emergency response. Can 

you tell me more?”

“Let’s set 
up some time.”

Reeling Them In

By giving users small, 
customized rewards…

Give Basic Information

Customer

Rep

…TELUS builds the willingness for future 
learning in a personal interaction

Give Rep Time to Meet in Person

TELUS minimizes 
user information 
necessary to 
receive customized 
results.

Deep Dive Benchmarks

Get Get

GetGet

Give Give

GiveGive

Customer Rep

“I have several 
large gaps…what 

should I do?”
“I think we can 

help you…”

Get More Insight into Problems and Solutions

Customer willingness 
to schedule in-person 
interaction rewarded 
with deeper dive into 
benchmark data and 
solution-level teaching.

Mobile Emergency Response Adoption

About Me

  E-mail  Industry  Size

Response to Reason #2: Interaction Viewed as One-Off
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Driving Results

The Wireless Solutions Roadmap (WSR) Tool is Being Adopted Heavily by Customers and Reps, 
Driving Greater Awareness of Issues Related to Mobility and the Solutions TELUS Offers

WSR Tools Users
Customers Perceiving 

TELUS as Solutions Provider Average Deal Size

Reps Involved in Pilot

1x

1x

6x

20x 2x

Self-Taught

“ The account executives who have embraced these tools are 
learning themselves and gaining the confi dence to expand 
customer thinking in future conversations.”

Gregor Allan
National Director
Premier Sales Organization
TELUS Corporation

Q3 2008 (E)Q1 2008Q3 2007 Q2 2008 Without 
Tool

With 
Tool

Q2 2007

 = 13%


