= I










How are you? ©




How are you?




If you’re not dead, you are 3 numbers?

Hypothermie Hyperthermie

Bradycardie Tachycardie

Hypotensie Hypertensie
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0800 32 843















Ik ben ... en woon 1n .. samen met

Tk typeer mezelf als ... (e.g. een
insplrerende leider)

Tk werk als ... bij ... omdat

Mijn ambitie 1s om binnen ... jaar

Buiten mijn werk hou 1k me bezig met
omdat 1k

Mijn held(in) 1s ... omdat
Tk zou heel graag eens

Tk heb me 1ngeschreven voor de Expert
Class omdat ... en i1k verwacht ervan dat



24+
Belfius
bpost
Callexcell
Callexcell
IKEA
IKEA
Sanoma
THoCC

Touring

Lilette
Donatienne
Frank
David

Tom
Michael
Jeroen
Tahnee
Anne

Stef

THoCC

Bossaerts
Olmechette
Boeckmans
Derouck
Fourneau
Deschuytter
Lauwers
Herbosch
Verschueren
Dolhen



Expert Class

Contact Center
Leadership



https://www.youtube.com/watch?v=wsMhpLpm690

Expert Class

Contact Center

Leadership

| Measures 20052017 | Score
Csat (evaaton pogram) — 91/10

Csat (evaluation teachers) 4.4/5
Likes 93%

Final project™ impl ted
inal project™ implemente -

*= positive business case
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Check in Orshof 08:30 9:00
ECCCM & Level 4: Roots, mission and curriculum . 09:00 | 9:45
- David Gybels
Who is Who? 09:45 | 10:30
Art is Passion, Customer Satisfaction is Art. Ad Nederlof Friday, 23 February 2018 11:00 | 13:00
Contact Center Leadership Jan Smets 14:00 | 17::00
Contact Center Operating Model & Maturity Assessment Inge Vissers 17:30 | 19:00
Diner 20:00 | 22:30
Workshop Leadership --> Structogram Johan Cusseneers 09:00 | 12:00
P P g - Saturday, 24 February 2018
Inge Vissers & Jan Smets 13:30 | 15:00

Briefing Final Project




Check in Orshof

ECCCM & Level 4: Roots, mission and curriculum

- David Gybels
Who is Who?
Art is Passion, Customer Satisfaction is Art. Ad Nederlof
Contact Center Leadership Jan Smets
Contact Center Operating Model & Maturity Assessment Inge Vissers

Diner

Workshop Leadership --> Structogram

Johan Cusseneers

Briefing Final Project

Inge Vissers & Jan Smets
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20708
* Market leadership

 State of the Art CRM

* Social Media Hero

* NPS 90%

* Absenteeism 0,01%
* No bad debt
* 18% EBIT
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LEVELA CONTACT CENTERS « DE ENECO CASE

~ Hetis een strategische keuze
LEVEL om te kijken naar

‘g‘nfgg klantencontact als een
e opportuniteit voor

waardecreatie

Christophe Degrez, CEO Eneco Belgium
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Residential Outbound Sales

A Level 4 Contact Center Certificate is distributed
by The House of Contact Centers to contact centers
that obtained a maturity assessment score of at
least 3,5 out of 5. The assessment consists of 50
processes that are crucial to realize a value strategy
with a contact center.

Customer Care Contact Center Not Another Contact Center Mazda UK Contact Center

Contact Center Certificate is distributed

A Level 4 Contact Center Certificate is distributed
by The House of Contact Centers to cor

A Level 4 Contact Center Certificate is distributed
by The House of Contact Centers to contact centers
that obtained a mat:
least 3,5 out of 5. The assessment consists of 50
processes that are crucial to realize a value strategy

that obtained a maturity assessment
least 3,5 out of 5. The asse:

processes that are crucial to realize a » else str ategy
with a contact center.

ity assessment score of at

processes that are crucial to realiz
with a contact center.

strategy

D sesdtarwn: cw by on cpn meddowerk l- e with a contact center
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Managing Partrer van THoCC mnmmwmmmmm

Certificate distributed
On October 20* 2016

Certificate distributed
OnJune 272017

Certificate distributed
On July 29" 2012

Certificate distributed
OnJune 272017

op een aarvad nood,
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Assessment

Boardroom
GO &
Alignment

Buy In

Make executive
committees
translating
vision, mission
& strategy in

smart
objectives from
corporate level
to contact
center level.

Internal
Communication
Trust

inform any
one who can
help in the
data collection
about the
purpose of the
assessment.

Desk &
Marketing
Research

Realism

Examine your
business in
action, making
use of
questioning
EL
observation.
Listen to key
persons &
customers
involved.

Maturity
Assessment

Horizon

After identifying
the critical issues
and areas limiting
business
performance, you
validate findings
with the
stakeholders. All
56 processes from
the Contact Center
Operating Model
are evaluated: ‘As
is” versus To Be’.

Report +

High Level
Strategic Plan

Delta

Output of the
assessment is
a
(consolidated)
report,
containing a
radar chart,
detailed
description of
all 56
processes and
a high level
strategic plan.

Development

>
g ——
Action Plan Implement
Result Succes
N— —
~ ~
Production of turrn‘“g
a detailed ekl
Drafting and roadmap,
calculation of cockpit / -
the contact balanced Implementation
center scorecard for of the roadmap
business case. future follow through R&D,
up by the effective
stakeholders. leadership &
training.
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What Level 4 makes happen through remote
customer interaction, more than only happy
employees is:

Effectively connect senior leaders and all other
people in the organisation

Focus on priorities

Create maximum rci value (cost-efficiency, optimal
care and good earnings)

THoCC
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m:m', N CONTACT CENTER OPERATING MODEL®

To get the most value out of your contact center

Www.THocC.Ccom

-
—_

BUSINESS PLANNING & BUDGET ==p

| ORGANIZE
&
DOCUMENT
Objectives

OPERATIONS MANAGEMENT

People & Processes

SYSTEMS

Journey | Rules & Risks
e
Experience ‘ Make or Buy

=/ )J

VISION & MISSION ON REACH & ACCESSIBILITY
ANTVA SY3ATOHINVLS - IW0ILNO

BUSINESS ACTIVITY MONITORING

CCOM 3.0 (C) THoCC - The House of Contact Centers 2005-2016 www.thocc.com

THoCC
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the house of contact centers

ademy

RESEARCH

THoCC

the house of contact centers

THoCC



3.3 Segmentatie: een extra digitale-analoge component

Administrator

\_O

Investigator

Q)

Connector

Als ik klachten Commu.nlceer |!< 34% 66% graag via de
behandel, dan... graag via e-mail
telefoon

Om iemand uit te Stuur ik de mensen

nodigen voor een een 60% 40% Bel ik de klant op
evenement... e-mail
10m iemand uit te
inodigen voor een Zet ik dit op twitter 24% 76% Bel ik de mensen op

[ e ——————

jevenement...
1

+

Icontact onderhoud,
:dan doe ik dat liefst
Ivia...

IHet beste middel om
Itechnische
Iinformatie tot bij de
iklant te krijgen is...

:Als ik met mensen

a

Communiceer ik

Facebook 27% 73% Telefoon

E-mailen 47% 53% Bellen

Aantal keren analoog (telefoon) gekozen op 5 situaties

]

18% 19% 24% 25% |

6% 8% - :
0 1 2 3 4 5
1

THoCC

Investigator &
Digitaal

Administrator
& Analoog

Administrator
& Digitaal

Investigator &

Ana_loog
18%

15%
17%

Connector &
Digitaal

Connector &
Analoog




3.3 Segmentatie: Positionering naar toekomstverwachtingen

Basic
Uitvoerend
Single channel
Work at the office

Sales

Feeling

Connector Connector
& Analoog & Digitaal

FEELING

OUTBOUND, “¢ennis
« Inbound

UITVOEREND
«— Ondernemend

< Basic Complex
N ° Ondernemend
.ﬁt;‘mAI:I:Itrator MULTI Channel Multi channel
oog < Single Work everywhere
i Yy

Administrator
& Digitaal

Investigator
& Analoog
SERVICE
® o Sales
Service

Kennis

50



The House of Contact Centers and the Rotterdam School of Management have a long-term cooperation in the
field of leadership and performance research in contact centers. RSM does 'action research’, a very effective
way of developing and testing new theory in management. The THoCC Research Partners (# 8) are specifically

involved in experimental research which leads to share best practices and acquiring new, applicable scientific
insights.

THoCC



Define Q 2, 3/17
Build Q 4, 1/18
Implement Q 2/18
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Competence/Bl & Support Center
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. Inventarisatie van aangeboden (afstands)kanalen
. Kanaalpreferentie

De aangenaam verrast en irritatiegrens
Het gebruik van en vertrouwen in communicatiekanalen
Hoe staat men t.a.v. gecontacteerd worden

. IVR, between heaven and hell
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0800 32 843



0800 DA VID

david@thocc.com




