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Executive summary
This report provides a detailed description of the company with its mission, vision and values. It has evaluated the strategy of Vodafone, which is introducing AI in customer support and operations with the help of the SFA framework. The report also aims to explore potential strategic growth paths for Vodafone by using the relevant frameworks of Porter’s Generic Strategies and Ansoff Matrix. It has been identified that the growth path aligns with the market development of the Ansoff Matrix and the cost leadership of Porter’s Generic Strategies simultaneously. Based on the findings, a new strategy of AI-Driven Customer Experience (CX) and Operations has been recommended. A detailed analysis of its important stakeholders has been given by using the Stakeholder theory and Mendelow’s matrix. For the successful implementation of the strategy, an actionable plan along with objectives, actions needed, and KPIs has been developed.
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Figure: Logo of Vodafone
Source: (vodafone.co.uk, 2026)
Vodafone is one of the most reliable internet and telecom service providers in the UK. It has more than 18 million customers in different regions of the UK (vodafone.co.uk, 2026). Besides this, the organisation has more than 660 thousand home broadband customers who take service from them. In the UK, the company has over 400 stores, which are situated in different locations (vodafone.co.uk, 2026). Additionally, more than 94 million Internet of Things devices are connected. All of this information has shown that they have a loyal customer base in the UK. Vodafone has a significant amount of global brand value, which is operated in different international markets.
[bookmark: _xdu1hrem8141][bookmark: _Toc234934599]Vision, Mission and Values
Their main mission is to provide quality networking services to their business and residential clients. They are dedicated to their customers and are trying to connect millions of new people. With the help of modern digital remote networking services, Vodafone plays a very crucial role in connecting inaccessible places very easily. Additionally, they focus on providing innovative kinds of services which can bridge the gap between the demands and market conditions. Vodafone has covered 75% of the overall population in Europe, and also gives special importance to achieving sustainable growth by protecting the environment (vodafone, 2026a). Vodafone has always focused on providing a good quality service to its customers in comparison with the money they have paid. In this way, customers can feel valued and satisfied after taking the service. Their projects are potential and capable enough to connect different content and countries in the world.
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	Strengths 
	Weaknesses

	Vodafone is one of the finest mobile operators in the United Kingdom. In the UK, Vodafone serves 27 million customers, which increases the scale of its growth. The strengths of Vodafone in the United Kingdom include scale and leadership in the market, investments in the network, teamwork in their operations, adopting smart technologies, and business-to-business contracts in the UK.
	Vodafone is facing multiple issues in the United Kingdom due to its multiple weaknesses. These weaknesses are creating hurdles for the organic revenue growth of the company.  This company is losing its accelerated consumer base, and the reason behind this loss is its network shedding issues.

	Opportunities
	Threats

	Vodafone has merged with Three UK, which is creating an opportunity for the company. It is providing it with acceleration capacity for the 5G rollout of 11 billion pounds and securing the costs of collaboration of approximately 700 million pounds. Its leadership processes in integration at Vodafone Three are responsible for lowering the prices of the company's services of the company.
	This company may face a few kinds of fierce competition in the current market of the United Kingdom. This competition can challenge the network's typology of the company, and it may create a risk to operations.
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Political Impacts on Vodafone’s Current Market Situation
The proposal of 15 billion pounds for joint ventures with Three UK has been a matter of concern regarding intensive scrutiny. The Competition and Markets Authority (CMA) has shows their concerns about the increase in prices. Multiple political factors may affect the current market situation, such as foreign ownership and security, restructuring of the shareholders, and others.
Economic Effects of Vodafone’s Current Market Situation
Vodafone is generating 23% of the group service revenue due to 28 million customers in the United Kingdom. The economy of the United Kingdom is driving the market situation of the company. There are multiple factors in the economic situation of the country is impacting the company. The effects of this economic situation are being impacted by rising operational costs, and its pricing is linked with the inflation rate of the country. This enhances the valuation of investment in developing 5G to enhance customers' choice and their values (vodafone, 2026b).
Social Impacts of Vodafone’s Current Market Situation
The social values os most common term for businesses in the United Kingdom. Vodafone has set a goal to help approximately 4 million people in the country. This company has reached 3 million people, which helps to believe the social value of more than 225 million pounds across the country. Vodafone has supported 1.7 million pf SMEs in the United Kingdom. This company is collaborating with multiple charity organisations, supporting small suppliers, and creating multiple job opportunities for the population of the country (vodafonethree, 2025).
Technological Impacts of Vodafone’s Current Market Situation
Vodafone is a technology-based operating company in the United Kingdom. Enhancing technological operations can improve mobile connectivity.  Telecoms companies are shifting their operations using artificial intelligence in a variety of tariff management and handling the compute demands. Vodafone needs to integrate micro-segmentation driven by artificial intelligence (Shaw, 2024).
Environmental Impacts of Vodafone’s Current Market Situation
The company is committed to achieving sustainability goals for the environment. The telecom company is responsible for e-waste and high carbon emissions. Most of the telecom companies are modernising their infrastructure, where they use operations to achieve sustainability. The great potential of connectivity can increase emissions and can be responsible for the climate crisis. Vodafone is providing different digital solutions for multiple issues regarding the environment. This solution is responsible for reducing greenhouse gas emissions to protect nature (Bali Swain and Yang-Wallentin, 2020).
Legal Threats to Vodafone’s Current Market Situation 
The political establishment of the United Kingdom are alleged to have opened a case file on Vodafone. The Small Business Minister of the United Kingdom brought legal claims of 120 billion pounds for the company. Additionally, the merger of the company with Three UK has faced multiple national security concerns from the CMA (Goodley, 2025).
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	Factors 
	Description

	Competitive Rivalry for Vodafone
	The primary threats regarding the competition for Vodafone in the current market situation are the telecom giants of the United Kingdom. The key issues with the competition are aggressive infrastructure and churn, among others.

	New Entrants Threats
	Vodafone can face multiple challenges from new businesses which operating through digitally in the same industries. Additionally, the competition from new mobile virtual network operators can affect the business of Vodafone. Vodafone can face the competition with the wholesale rivals, and the company which are emerging the satellite directed devices.

	Substitution Threats
	Over-the-top communication applications and WiFi offloading are the primary threats to the company. Applications like WhatsApp or FaceTime can dominate the current market of the industry.

	Power of customers
	The power of the customers in the current market of the injury in most significant matter. Vodafone can face a few kinds of significant pressures from the major networks in the same industry. Due to collaborating with Three UK, it specifically refers to the multiple commitments, enable to continue working with social tariffs with flexibility.

	Power of supplier
	The relationship between the suppliers and the company is critical for the growth of the business. The management of the suppliers can vary across multiple processes spanning. The Power of Suppliers has a mixed landscape for the telecom industry in the United Kingdom.
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Ansoff Matrix 
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Figure: Ansoff Matrix
Source: (Hanlon, 2022)
Different Options 
Ansoff matrix is a strategic planning framework that helps businesses in order to evaluate growth opportunities. It is comprised of four quadrants named market penetration, market development, product development and diversification. Companies achieve market penetration by increasing their promotional effort and consumer loyalty programmes (Ferreira and de Sá, 2024). Market development involves geographic expansion and entering into an international market by an organisation. Additionally, introducing a new product into an existing market refers to product development and selling a new product to a new market is termed diversification. 
Market Development as a suitable strategy 
Shifting from a traditional network provider to a high-margin enterprise service represents the market development aspect of the Ansoff Matrix. The expanded 5G infrastructure helps Vodafone to transition from a simple telecom provider into a digital platform enabler. Leveraging private networks in the manufacturing and automotive sectors in the form of Smart Cities and sovereign clouds, it creates a lucrative revenue system along with commodifying basic connectivity.
Implementation of product development 
Moving beyond standard consumer contracts, Vodafone currently focuses on high-margin enterprise services. The brand has expanded 5G services to sell dedicated networks, private networks, and IoT solutions to the automotive and manufacturing sectors. Moreover, the company aims to integrate infrastructure and edge cloud solutions to UK municipalities to enhance its aim of smart city infrastructure.
Porter's Generic Strategies
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Figure: Porter's Generic Strategies
Source: (Digital Leadership , 2024)
Different Options 
Porter's Generic Strategies are considered to be the foundational business framework by outlining three primary ways that a company can establish long-term competitive advantage, including cost leadership, differentiation and focus. Cost leadership increases profits by reducing costs while keeping the price at the average. Additionally, differentiation builds brand loyalty and reduces price sensitivity among consumers. When an organisation targets a very narrow segment, a niche aspect is applied by the company. 
Cost Leadership as Market Strategy 
By considering network integration and taking full control of the UK’s largest mobile operator, Vodafone executes the cost leadership aspect of Porter's Generic Strategies. Infrastructure unification removes additional operational expenses and decreases capital expenditure (MUSYOKA, 2023). Furthermore, a £11 billion investment will expand Vodafone’s 5G standalone, making the company a quality network provider.
Implementation of Cost Leadership
Vodafone took control of Vodafone Three to ease decision-making and accelerate the integration process. Both the Vodafone and Three brands’ multiband strategy will help the venture to attract and serve distinct consumer segments. 
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AI-Driven Customer Experience (CX) and Operations through Cost Leadership
The telecommunication industry is currently undergoing a radical digital transformation as legacy networks are becoming complex, and in order to sustain the competition, it requires innovation. In the context of Vodafone, Artificial Intelligence (AI) for Customer Experience (CX) presents a vital growth opportunity (Wah, 2026). In the case of AI-driven operations, Porter’s cost leadership strategy will help the company to become a lower-cost producer. Internally, Vodafone can leverage AI by utilising Google Cloud in order to automate the network. By including complex drafting of technical documentation and touch-free troubleshooting, the service of the company will be accelerated. Generative AI will help the brand comprehend massive data sets and recommend network interventions accordingly. As a result, repeated technician visits for any kind of network issues will be reduced. Furthermore, in the realm of customer support, AI technologies will ensure cost efficiency as well as free the human workforce to handle complex cases and reduce the overall cost of the company. 
AI-Driven Customer Experience (CX) and Operations through Market Development
According to the Ansoff Matrix, Market Development means introducing existing products or services to a new market or customer segment. Vodafone can use its AI-driven CX platforms to capture B2B segments along with its emerging regional market. By integrating operational aspects into digital solutions, Vodafone can sell its advanced communication and AI management tools to other organisations. It will help the company to become a comprehensive digital business platform by driving new revenue streams in the B2B domain. Moreover, combining AI will help the company to study usage patterns and target localised regions with relevance. By leveraging machine learning algorithms, AI will enable Vodafone to provide affordable and personalised data to consumers. As an outcome, market development of Vodafone will be established even in previously underserved communities. 
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Artificial Intelligence can affect the operation of the organisation in a positive way as it plays a vital role in enhancing the speed and reducing errors. Customers' journey becomes easier, and they can clarify their doubts instantly. Employees become burden-free, and it is easy to detect the important queries very easily. By aligning the goals and objectives with digital transformation, it is possible to enhance the overall productivity of the company (Arinze, 2024). Users are becoming satisfied as AI-based tools can give their reply in a shorter period of time compared to agents. AI can be used to target the potential customer base, which helps to enhance the number of direct sales. By raising tickets, customers can track the status of their applications and queries. In the odd hours, when fewer workers are available, AI plays a crucial role in clarifying the doubts and confusion of customers. The operation time becomes reduced, and the overall process becomes simplified, which leads to attracting different types of customers. With the help of clarifying the doubts of consumers in shorter time periods, it is possible to clarify a comparatively larger number of doubts.
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By integrating AI-based tools with customer support, it is possible to add a clear structure to the operation. It will be possible to source the potential data by analysing the preferences and behaviours of the customers. Additionally, the company can use AI-based customer relationship management (CRM) tools to maintain a long-term business relationship with its loyal clients (Ozay et al., 2024). By introducing AI-based features in customer support, Vodafone can increase the efficiency of its employees. Real-time tracking is possible, where the company can understand whether customers feel satisfied or not. Sometimes, important doubts remain unanswered due to overloaded queries. AI can properly track those sincere issues faced by customers and give answers instantly. This strategy is very feasible as it does not take much investment, and besides this, it can reduce operational costs by removing employee costs.
[bookmark: _2e28e4uqdaxg][bookmark: _Toc234934610]Acceptability
It is essential for the company to analyse all the risk factors and possible benefits before introducing this.  The company has enough employees who are technically very strong and can handle the AI-based tools properly. It has proper infrastructure and a significant amount of global networks. In different locations, they have established their 4G and 5G towers to increase their connectivity. With the help of establishing such long grids, Vodafone is perfectly ready to provide an AI-based customer support service. In their mobile application and company sites, some chatbots are available that can clarify the doubts and queries of customers in a shorter time period.  Smart troubleshooting tools and hyper-personalised recommendations are given by them that are also handled by AI and automotive tools (Jadiga, 2025).
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Stakeholder theory is a framework which helps to analyse the different stakeholders of the company. Major stakeholders which influence the organisation are its customers, employees, suppliers, and partners. According to this theory, Vodafone needs to treat all its stakeholders fairly (Awa et al., 2024).  Additionally, the board of directors, stakeholders and investors are also very important as they make important decisions for the benefit of the organisation. Managers and external partners, such as Google and other online platforms, who have collaborated with Vodafone, play an important role in influencing its internal strategy.
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	Key stakeholders
	Power
	Interest
	Communication needs

	Customers 
	High
	High	
	Keep Informed 

	Employees
	Low
	High
	Key Players

	Partners
	Low
	Low
	Keep Satisfied 

	Investors
	High
	High
	Keep Informed


Analysis
Especially users of 5G and 4G networks are the main customers of the organisation, and their power is very high. Vodafone has to analyse its demands and needs before designing its products, which indicates that they have directly influenced their product design and strategy. Additionally, they have enough options to choose from as many competitors are available, which have a significant amount of brand value. Employees are the main strength of this organisation; however, they have no such control over the company (Chiwala et al., 2025). On the contrary, their interest is very high as their career growth is directly connected with the condition of the organisation; therefore, they are considered key players. Partners and external suppliers do not have much power over the organisation, and their interest is also very low as they are connected with many such telecom brands. Additionally, investors have a high level of control over the company as they have ensured the source of money. Besides this, their interest is also very high as they are looking for a higher margin of profit.
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1. To transition customer service from reactive problem-solving to predictive and proactive engagement, providing a hyper-personalised and proactive customer experience.
2. To simplify IT and Operations Support Systems for optimising autonomous network and run an autonomous and efficient operation.
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Vodafone needs to implement an AI-based assistant to handle predictive routing and sentiment analysis. For ensuring proactive engagement, the company can implement systems that trigger alerts in the form of network fixing or re-engagement offers before customers need a call (Saviolo and Roccazzella, 2026). They can utilise an AI-enabled workflow for empowering both virtual and human agents to view customer data. Furthermore, generative AI and machine learning will be implemented for planning network intervention, analysing vendor contracts or creating a digital twin network. 
[bookmark: _Toc234934617]Key Performance Indicators (KPIs)
Containment Rate 
Containment Rate refers to the percentage of customer service interactions that are fully resolved by an automated system without requiring the intervention of a human agent (parloa, 2026). Vodafone will implement this aspect by comprehending and measuring the percentage of queries resolved by AI bots at the time of their business operation. 
Resolution Rate
Resolution rate refers to the customer service metric that measures the percentage of support successfully solved as compared to the total number of inquiries received (geckoboard, 2026). With the help of this metric, how well an organisation meets consumer demand can easily be calculated. In the context of Vodafone, this will measure how issues are fully resolved through artificial intelligence. 
Mean Time to Detect (MTTD)
Mean Time to Detect is the key performance metric which measures the average time between the start of a process and its discovery (splunk, 2026). In the context of Vodafone, the reduction in the time taken to identify a network or infrastructure anomaly will be easily identified with the help of this metric. 


[bookmark: _Toc234934618]Conclusion
This report provides an executive summary of the key findings and a few strategic recommendations. It proposed the strategy of AI-driven customer experiences and operations for the company. It highlighted the vision, mission, and values of Vodafone operations in the United Kingdom. Further, it has evaluated the current market situation using a few tools, such as SWOT, PESTLE, and Porter’s Five Forces. This report has discussed the strategic growth options and proposed strategy for the company. It evaluates the proposed strategies by justifying the selection using Porter’s generic strategies. Further, this report has discussed the impact of the proposed strategy on stakeholders using stakeholder theory and Mendelow’s theory. It includes an implementation plan, which clearly shows the objectives, actions, and KPIs. This report has summarised the key insights and reinforced the strategic direction advised. 
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