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BRINGING FIBRE INTERNET 
TO YOUR HOUSE - A STORY 
FROM THE TRENCHES 

“Without the 
customer insights 

our internal 
misconceptions 

would have led us 
down the wrong 

path”

DIGGING UP YOUR GARDEN
Telia Sonera had problems with their Internet fibre installation offer to 
private house owners in Sweden. The customer trust was low, the Net 
Promoter Score was way low, and the profitability was not optimal. 
Usually the installation of optical fibre is done by digging up the ground 
and lay down a duct (flexible plastic installation tube). This leads to 
dug up roads, gardens and anything else that is in the way. The entire 
process was intrusive, long, unpredictable and frustrating for all parties 
involved. 

MIXING LEAN AND SERVICE DESIGN
The design team from Transformator worked along side Telia 
Soneras Lean Team. Basically we used iterative lean methods 
for improvements (Kata/PDCA) based on customer insights and 
the suggested solutions created by service design methods. We 
performed telephone interviews, we visited customers with technicians 
as well as door-to-door sales people and attended information 
meetings. By listening to customers about buying and installing 

Internet access we were able to compose a 
clear mapping of their process of purchase, 
before, during and after installing internet.

A NEW EXPERIENCE
After the implementations of the improvements 
the customers were able to choose a suitable 
service package, they understood what they 
had bought and the interference in their lives was 
minimal.

WORKING TOGETHER
Simply put, there are a lot of people involved in making super fast 
internet, cheap phone calls and digital TV happen in your home. Since 
they where not working together and they all had their own idea about 
what the customer wanted, the service was a mess. After aligning all 
parties with the customer, the delivery time was cut in half, down to 
about 6 months at the most. More importantly, the time spent digging 
up the customers front yard went from upwards of 6 months down to 
no more than 14 days.

GOOD FOR BUSINESS
The customers where clearly happier, the Net Promoter Score went 
up 21 points. At the same time the employees where a lot happier too, 
while they where able to deliver three times as many installations with 
the same staff. With an increase in sales penetration from 20% to 40% 
and a 14 point increase in profitability, Telia Sonera was happy too. 


