
Human Network Testing 
Telecom Network
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             – India’s newest telco born from the merger of erstwhile leaders Vodafone and 
Idea, 
experienced significant network issues during its consolidation. 
These lapses severely impacted the network experience and 
perception.
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Network ratings were maintained above 99.60% in Jan’23. 
Best ever (within category) achieved during Monsoon 
months (Jun’22 to Sep’22). 

Significant investments and improvements 
were made to fix the issues and to ensure, 

has the best network 
experience THAN EVER 
BEFORE.



But no one was ready to trust us.

The challenge: 
Improved network performance did not translate to 
increase in perception and consideration.
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The task: 
In the absence of a strong industry–approved accreditation 
partner, 
we need to find innovative ways to prove our network 
performance credentials.

While partnering with leading network-rating agencies would have been the ideal approach.
Unfortunately for Vi, 3rd party network-rating agencies had been overused by 
the competition and were no longer considered credible.



To upturn the situation,
Vi decided to take on one key markets at a time. 
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Mumbai was chosen as the ground zero for a turnaround, as it 
has:
• Highest telecom user base in India
• High value customers 
• Historically, strong market
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But Mumbai was a complex telecom market. 
The city was a vast, ever-expanding cobweb of crowded slums and tall skyscrapers, 
dense neighborhoods, and industrial complexes. Packed trains and metros, Streets 
filled with a sea of vehicles and narrow roads bursting with people as well.
All this without harping too much about the monsoons.
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It was humanly impossible for our network engineers to reach every part of 
Mumbai to keep the network working efficiently. 
We needed a solution that would work for Mumbai.



Our idea



Partner with 
Mumbai’s best and biggest 

HUMAN NETWORK TO TEST
Vi’s NETWORK



Our partners, 
The Dabbawala’s are a century-old human network, with an error rate of just 
one in every six million deliveries. Having been awarded a six-sigma rating 
and recognized multiple times by global bodies including Harvard Business 
Review, Dabbawaalas were a beacon of efficiency. 

At the same time, they also knew Mumbai from a humane perspective and 
depth that surpasses any AI or science-backed understanding. 

Who better than this super-efficient human network to test and demonstrate 
our network experience in Mumbai?
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The Dabbawalas partnered with us to help us:

1st phase

Restore our network

2nd phase

Restore our reputation



The Dabbawalas partnered with us to:

1st phase

Restore our network

2nd phase

Restore our reputation

Vi gave handsets to the Dabbawalas to test and experience the network 
and highlight strong and weak spots in real time, while delivering their 
Dabbas. Our network engineers monitored their alerts in war-rooms and 
strengthen the network in problem areas to offer an unmatched network 
experience. This collaborative effort worked wonders and took our 
Network availability to 99.74% (the best it had ever been in Mumbai)
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Once network experience was restored, we went to town to amplify the 
improved network offerings, to reboot our perception. We launched a 
blitzkrieg of initiatives focused on Mumbai to get maximum awareness & 
impact. Our media choices were targeted a localized, city-level audience: 

1. Film 2. Print and OOH 3. Social Media

4. Retail stores 5. Direct Marketing 
(Dabba DMs)



1. Film

(click to play)

To popularize the test and maximize reach, we created a film which targeted and promoted for 
Mumbai across regional TV channels and shows, and across digital platforms. 



2. Print and OOH

We ran a high impact print ad to take our idea to every doorstep, in the city section of one of 
Mumbai’s biggest newspapers. A QR code on the ad further led people to our film. 
Outdoor and ambient to amplify - High impact outdoor painted the city red with our story. Mumbai’s 
ubiquitous local bus service – BEST, was also taken over. 



3. Social Media

We unbundled an entire biography of tests being made by Dabbawalas and created fun, engaging 
content featuring them testing and certifying our network. We even partnered with regional 
influencers to further create buzz.

(click to play) (click to play) (click to play)

(click to play)



4. Retail Stores

Company outlets and multi-brand retail - All retail touchpoints across Mumbai were taken over by 
our story. 



5. Direct Marketing – Dabba DMs

More than 40k dabbas were distributed with DMs which celebrated our association and built last 
mile awareness at a hyperlocal level about our improved network quality. 



Results
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A mammoth 5,900+ conversations and 206,300+ engagement across platforms
The campaign also received a whopping 42.6 million views across platforms.



A mammoth 5,900+ conversations and 206,300+ engagement across platforms
The campaign also received a whopping 42.6 million views across platforms.



As a result, we saw a
drastic improvement in positive social sentiment for the brand.
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37% Increase



Vi also saw a significant increase in search volumes for keywords 
such as ‘Vi GIGAnet’ in Mumbai
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60% Increase
(Numbers indexed due to confidentiality)
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500 BPS Increase

Industry 
growth 
benchmark 
was 150 
BPS

500 BPS INCREASE IN NETWORK PERCEPTION – ‘Provides a fast and 
reliable network’. 
Crossed the industry benchmark of 150 BPS average perception growth caused by advertising 
campaigns across brands in the telecom category.

(Numbers indexed due to confidentiality)
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857 BPS Increase

Industry 
growth 
benchmark 
was 200 BPS

857 BPS INCREASE IN CONSIDERATION
Crossed the industry benchmark of 200 BPS average perception growth caused by advertising 
campaigns across brands in the telecom category.

(Numbers indexed due to confidentiality)



And an increase in New user acquisitions.
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(Numbers indexed due to confidentiality)

10% Increase



The campaign’s appreciation wasn’t  just restricted to Vi’s customers … 
it also became a favorite within the marketing community!

love Dabbawallah… Brilliant

Nick Gliddon
Business Director, Vodafone UK

I really like that human network testing 
idea…

Reed Collin
APAC creative head, Ogilvy



The campaign’s appreciation wasn’t  just restricted to Vi’s customers … 
it also became a favorite within the marketing community!



Even Contagious, the world’s leading intelligence platform on creative and 
effectiveness campaigns, featured our campaign as a case study on strategy.



The campaign was also awarded a Cannes Lions.
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thank you


