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Customer Happiness Index | A Case Study | HKT 

HKT Uses Customer Happiness Index To  
Decrease Customer Churn And Increase Revenue 

14% savings in customer 
service operating cost 

Decreased overall 
churn rate 

Increase in average 
revenue per user

Customer Happiness Index

An advanced predictive analytics platform that helps 
businesses to identify and measure key drivers that impact 
Churn, ARPU, CLV and NPS. Automatically assign 
satisfaction scores to your entire customer base using 
advanced AI and Machine Learning to drive smarter 
customer experience decisions.
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Challenges of HKT 
HKT wanted to identify unhappy customers from their entire customer 
base and understand the drivers that impact churn, ARPU and other 
business outcomes. 

Network Experience was identified as a key driver and was actively 
managed by HKT’s network teams. The Network Experience shows the 
impact an individual’s network experience – data speed, wifi usage, etc 
– has on his or her ARPU, NPS score or propensity to churn.  

In this case study we will show how the Customer Happiness Index 
identified a significant proportion of HKT’s customer base who were 
likely to churn due to network performance and the remedial actions 
that could be taken.  

Identify unhappy customers 
from their entire customer 

base.

Identify the drivers that 
impact  churn, ARPU and 
other business outcomes

Decrease customer 
churn and  

increase ARPU



Solution 

The Customer Happiness Index aggregated data sets from network, billing, customer 
service, point-of sales, and more. It allowed HKT to assign a happiness score for each 
customer on a scale of 0 to 10. Customers with the highest score are least likely to 
churn and most likely to increase ARPU. 

Using Customer Happiness Index, HKT identified the customer segment with a low 
happiness score. The root cause for the low happiness score was a particular driver 
called ‘high round trip time’ and approximately 4.2% of customers from that segment 
were at risk of churning.   



Simulating Business Outcomes 

With the Customer Happiness Index simulator, HKT was able to predict that by improving the 
network experience, they would be able to increase the happiness score for approximately 
32% of the customers from that segment. By doing so, the risk of churn would decrease from 
4.2% to 2.3% and the expected average revenue per user in that segment would increase from 
$146 to $148.     

Churn rate to decrease 
from 4.2% to 2.3% 

ARPU to increase  
from $146 to $148

By increasing the 
happiness score for 
approximately 32% of that 
customer segment…



Actual Outcome 

Upon identifying this, HKT marketing team were able to initiate targeted campaigns 
which offered these unhappy customers a device upgrade. They were also able to take 
various measures to inform their customers on how they can optimise their device for 
a better network experience.  

As a result, they were able to: 

1. Increase the happiness score for approximately 35% of the customers from that 
segment and decreasethe risk of churn  

2. Increase average revenue by user 

3. Make a tangible saving of 14% of their customer service operating costs 

Lynx Analytics

Founded in 2010 and headquartered in Singapore with an engineering team 
based in Hungary, we serve clients globally by deploying dedicated project 
teams on-site. Lynx Analytics inherits deep telecom domain expertise and 
have worked closely with CSP’s worldwide to innovate new solutions to 
enhance customer experiences and predict outcomes such as Churn rate, 
Customer Lifetime Value, NPS and ARPU. 
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