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T'he key to...

Make customers come
back again and again

Improving customer experiences can be complex. But it doesn’t have to be. The LEVELX4

engine takes out the guesswork and helps you immediately focus on 5 priorities that will

have the biggest impact on customer loyalty and satisfaction.

There's something about the saying what
goes around comes around. And that also
applies to the way organizations, especially
contact centers, engage with customers
and their teams. It's all about respect.

Respect is the baseline for good results
Respect is vital to achieving lasting results
in your contact center and one of the corner-
stones of the LEVELX4 engine. Everything
we do is founded on respect to achieving
happy customers, happy employees, and
happy business. That's also why teamwork
among all customer contact stakeholders
takes the front seat when it comes to im-
proving customer experiences.

The LEVELX4 algoritm gives you 5
priorities to instantly make an impact

LEVELX4 is a proven method for assessing
and developing contact centers based on
more than 15 years of research involving

+300 organizations.

Thanks to the digital assessment, complet-
ed by your customer contact team, and
the work of the algorithm, this framework
considers your as-is situation and imme-
diately defines 5 priorities that you should

pe focusing on to reach maximum impact
on customer experiences, teams, and busi-
ness.

The transformation is clear. No one will no
longer be left feeling like constantly fight-
ing fires, trying to randomly improve on 700
parameters. Instead, the LEVELX4 frame-
work provides instant direction and in-
stant added value. Suddenly, you'll have a
clear action plan on how to make custom-
ers come back again and again.

The LEVELX4 engine really works. But don't only take our word for it.
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Eneco increases

Net Promotor
wes A Score (NPS)

with 44%

Do like Eneco and become the best in class. LEVELX4 can help

you achieve striking results just like the rest of our customers

During five years, Eneco Belgium has ma-
tured into a Level 4 Contact Center thanks
to an incredible commitment from every-
one on the team.

Eneco has relied heavily on data to make
the right improvements in their contact
centers and consequently booked impres-
sive results.

The company grew from 30K to 300K cus-
tomers in five years, they only tripled the
number of contact center employees, and
still, they achieved a 44% NPS increase.

Continuous improvements at Eneco
But it doesn't stop here. Christophe Degrez,
CEO Eneco Belgium, says:

“We carry out the LEVELX4 assessment
every year to constantly monitor our pro-
cesses and adjust where necessary. Ulti-
mately, it's about continuous improvement
of the service. By comparing the annual
measurements, we know exactly what im-
provement points to focus on.”

Evolution of maturity score at Eneco Belgium

Proximus aims to grow to highest NPS
Over the next three years, Proximus aims
to grow into the best digital service pro-
vider with the highest NPS in the market.
Gerd Bogaerts, Director Customer Help
Center, shares how:

“Each year, we'll work on no more than
three or four transformational improve-
ment trajectories so that sufficient fo-
cus is possible. After three years, we'll have
completed 12 routes, and if all goes well,
we'll have achieved what we wanted.”

Bogaerts says, “We see LEVELX4 as one of
the elements that will help us achieve our
ambitions, including a good foundation for
our front office. Without that solid foun-
dation, you'll very quickly hit a wall again’”

Clear insights to move ahead for 24PLUS
Carl Buelens, CEO at 24PLUS, is very clear
on why they opted for LEVELX4. He adds,
“LEVELX4 provides us with insights from
various perspectives in the organization’”

Net Promoter Score (NPS)
is a metric for customer
loyalty and satistaction
and calculated by asking
customers how likely they

are to recommend your

product or service to others

on a scale from 1to 10.

Buelens continues, “lIt's founded on a
meth- od that is based on a large volume
of em- pirical research material like 1)
where do we stand today as an
organization compared to the benchmark,
and 2) what is our ambi- tion on various
parameters.”

Decades of substantiated
research with +300 organizations
proves the value of LEVELX4

LEVELX4 is anchored in a scientific en-
vironment at academic level through
a reasearch partnership with RSM,
Rotterdam School of Management.

Decades of experimental, real-life re-
search (2008-2020), involving +300
organizations have led us to find that
the LEVELX4 algorithm effectively de-
livers continuous improvements.

In fact, Eneco Belgium was one of the
organizations taking part in this
research and provides a representa-
tive sample of the other
organizations that took part in the
research.

INn the summer of 2021, another 300 as-
sessments are completed, which will
provide even more valuable insights
and on the before-after collaboration.

RSM
/-6-2 ;.Lf’.,,t,-._;.? | Rotterdam School of Management

Erasmus University
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Get your roadmap to growth

LEVEL UP YOUR CONTACT
CENTER STEP BY STEP

Agree or disagree -«
Participants receive a select

number of statements relevant

to their roles. They simple have | | * Gather the data
to agree or disagree. ) : The LEVELX4 engine collects
' all data, eliminates outliers, and

» Clarify your goals

Based on the recommendations, it's

up to you and your team to definitively

confirm or adjust the 5 priorities.
works towards consensus. \

FWE BEST — ‘ N

Ashared vision is key! e .

;I'Eég BuILD , A NG
| THE LAST CT\O
SUPPER FoR THE NG

12+ 2%

View roadmap
& actions to grow
Cet a clear roadmap with the

Measure
as-is

exact steps you should prioritize
and focus on in order to grow and
increase your maturity level.

-~ : N
View pain points
L‘ﬂﬁ & opportunities

On which parameters do

you score high and low?

Unite and involve | Get your maturity score.
Involve different departments and

Get recommendations
The LEVELX4 algorithm provides you

orofiles in the assessment to get with personalized and realistic recom-

the most honest picture of your mendations towards a useful roadmap.

current maturity level. You get 5 priority suggestions.

...psst, it will also help secure buy-in for

implementations further down the

road.
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Get your roadmap to growth

LEVEL UP YOUR CONTACT
CENTER STEP BY STEP

3Assessments

to get your

roadmap 4 ¢‘ k;\ﬂ =9 ’ 9

Improvement roadmap for Framing of current and future tasks & Typology of customer contact
a customer contact responsibilities of cCUStOMeEr officer based on a short
organization ~contact Iea,ders. J questionnaire.

1 Masterclass
Certifying you as the
Navigator
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@ Add company @ Assign @ Check participant @ View the maturity @ Detemine the @ Review results and
information roles progress level as-is desired to-be roadmap

Get an honest picture
and secure buy-in

It’s absolutely key to involve different profiles in the assessment of your organization

to get the most honest picture of where you are and to secure buy-in from

l—nnmn

- Often, the extended management team To ensure a good mix
LEVEL rxa’ Maturity Assessment About  Organisation ~ @ . ‘ ‘
powered by Lavelxé & selects a range of profiles from center lead- of prifles, you can assign
° Participant _(:j.‘ Role _@ Participation =y JElgrmme elermine tesults . erS to H R and Workfloor ma magers You Canl u p to -]2 people to dlﬁerent rO|eS.
progress # dtribution progress A% 1% o be - . . .
: z of course, entirely decide who you think In some cases, more than one person can
e & should join from your organization. be assigned to the same role. Let’s go.
Role distribution 9/"
For each role you assign at least one persony  Julle Stone At
Bryan English
Lowis Livingstone
Add particlpants Andrea McAndrow LEVEL fx" ‘Matunty f:'.sessment EN Jonas
One or more participants
4+ Add person
Contact Center Operations Q Add participant Vision & Mission
Team Lead Q Julie Stone Zroles (W]
o Add participant o= ''~ contactcenter - ..,
{ 0 "‘! ¥ ) ""unenviable (/5. -
Max 1 participant
General Management 0 Lewis Livingstone 2roles u

Sales || G Andrea McAndrow I roles W)

' n < Provicus
Marketing Olivia Burberry 3 roles L

Easily assign who should take part in the assessment. The distribution engine ensures participants get statements relevant to their roles.
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Check participant
progress

Add company
information

Assign
roles

® ® O,

What's your temperature? &
The moment of truth

Upon completing the assessment, the LEVELX4 engine is put
to work. First, it collects all the data from the assessment to
eleminate outliners. Second, it shows the current maturity level.

LEVEL fu’ Maturity Assessment About

&

Organisation ~

Eliminate Determine Determine
outliers As s ambitions

Follow up on
results
3/3 -> Continue
rrecesses

Participant
progress

Eliminate outliers

Confirm or ovorwrite toples where there i 2 disagreement about

Strateqy — Customer experience

~ Client communication

A fallback and recovery plan is provided for negative deviations
{for example in thoe event of an unsuccesiul campaign or
tochnical failure) and / or a disastor budget is provided (for
example in the event of unforeseen stafl turnover o disrmassal)

Hannah Martin, Luke Androws, Androw Lux

| - {

James Watson

A fallback and recovery plan is provided for negative deviations
{for exampie in the event of an unsuccesful campaign or
technical fallure) and / or a disaster budget is provided (for
example in the evenl of unforeseen stalf turnover or dismissal).

James Watson, Luke Androw, Hannah Martin

Andrew Lux

A fallback and recovery plan is provided for negative deviations
{for example in the event of an unsuccesful campaign or
technical fallure} and / or a disaster budget is provided (for
example in the event of unforeseen staff turnover or dismissal),

Luke Andrew, Andrew Lux, James Watson

Hannah Martin

=2 Eliminate outliers

Opinions differ. That's no secret. Identifying these dif-
ferences and working towards a consensus, that's what
ultimately makes a shared vision.
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Detemine the
desired to-be

View the maturity
level as-is

O, ©

roadmap

Review results and

URRE
STATE

e J Current maturity level

The assessment results are shown in a radar chart so you can see on which parameters
your organization scores well. The main goal is to clearly visualize pain points and op-
portunities for improvement while showing the maturity score on a scale of 5. 1is the
culture of heroes, and 5 is continuous improvement.

Organisatie v

f i ;Ao
svafiel) Matstty Assosoment

&

Recuits
foliow up

Company ok Participation e ine Detarmune
nformation distrioution progress As To be

Results overview

“» Ambite bapalen

Lorem ipsum

Radar chart 1
Click on a point in the chart or on a row in the tablo 1o view the £
pvel 34 15 in more dotadl a0
Asis
Vision & Mission “
/ v Strategy “
Leadership
Customer Journey * 35
Customer Experience
~ Business Administration o
Business Planning 4
Business Act Aonit :]
Optimize Cost
Maxmize Service “
Cenerate Revenue 4
~ Deployment &
Rules & Risks
Make or Buy “
- Theeshaold value
v Organize & Document ‘o

15
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@ Add company @ Assign @ Check participant @ View the maturity @ Detemine the @ Review results and
information roles progress level as-is desired to-be roadmap

'~ What are YOUr
= future ambitions?

The LEVELX4 algorithm provides you with personalized recommendations

towards a useful roadmap. It’s up to you to determine which path to take.

i < @
LEVEL (x4) Maturity Assessment Over Organisatie v e

POWRed by Lovolds

Company Role Participation Determine Determine Results
Information distribution progress Asis To be follow up

Ensure your goals are achievable
To guarantee growth, your goals must be

realistic. That's why the LEVELX4 algorithm,
based on more than 15 years of research at

Still on the fence?

Determine ambitions v an ‘ ? bir -
- Confirm

Determine the level of ambition for each topic

+300 organizations, checks whether or not Let's have a chat to discuss what's
Your goals are achievable. next for your contact center. Your priorities 1 @ 3 o Cost reduction - Tasks
8 2
AR RGN POSIRY. = = Make sure that cost contral becomes an explicit part of the
We found that the average desired maturi- Just click the button below, and book #  geaksof CC management
ty of an organization is 54% higher than in a moment that suits you. Vision & Mission AMBITION 0 00@ 5 e

ownership. Follow up systematically

the current. In phases of one or two years,

. . . 1 H o Sal AMBITION

the desired maturity level can be achieved We're looking forward to speaking " 00000 @ vyt e mansgematf he gt
oncost "l."lJ;l."Hl."‘. U"Uf 5
and maintained. That's pretty impressive, with you soon. Cheers to the growth
o y @000 0
r|g ht7 Of you r ContaCt Center' xe Always pay sufficient attention to the mutual impact of different
' 3 cost companents in order to take the correct cost-optimizing

N . N measures and avosd subsoptimizatson

Determine which path you wish to take e e S weron Q@@ ¢ s

Based on the joint input, the algorithm de-
Make sure that input from the contact center is taken into
. . .. R & account when discussing cost optimizaton with other
termines 5 levels of priorities. Now, it's up to — departments BREY
%% Priority

you to definitively confirm or adjust these

. . Create awareness throughout the contact center that cost
p ro I’It |es. Organisation AMBITION ° ° o 5 4 optimization is a3 combination of perconal responsibliity (eg
productivity) and overarching efforts (poople, processes, systems,

Information, etc.)
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Add company
information

Assign
roles

Check participant
progress

® ® O,

View the maturity
level as-is

O,

Detemine the
desired to-be

©

roadmap

Your road

tO success

You know where your organization is, you know where you want to
go, and now it's time to review the results and actions on how to
close the gap between your current and desired maturity level.

e (xa) Matunty es;;sessment

L

Start follow-up

Results overview

A dream written down with a

Start your LEVELX4 Assesment now

Radar Chart
and to k ASS
Asis To be
Vision & Mission 34 “
v Strategy 34 “
v * 35
er Experience
v  Business Administration 34 Lo
Bus )
Bus A t
3 34
Max 1
v Deployment 34 &

Rules & Risks

The results translate into a roadmap with actions for the next 12 to 24 months to
help you and your team gain a razor-sharp focus that will guarantee growth.
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date becomes a goal. A goal broken
down into steps becomes a plan. A
plan backed by action becomes

reality.
— Uknown

Let clarity replace overwhelm and get
the exact steps to grow your center

Any change in organizations is typically fol-
lowed by overwhelm, leaving teams with the
feeling of constantly fighting fire because
there's no view on the direction. That's where
LEVELX4 differs.

With the input from your teams and the work

of the algorithm, you'll have a clear
roadmap that shows you which exact steps
you should prioritize and focus on in order to

grow.

Suddenly, overwhelm is replaced with clarity
and everyone inside the organization knows
what they are working towards.

No time to waste. Start your LEVELX4 Assessment today and get the 5 priorities

you need to focus on in order to see real changewhatever your contact center

goals are.

19

Review results and



https://quick-assessment.levelx4.com/?utm_source=bulletin
https://assessment.levelx4.com/qa/

A dream written
down with a date
becomes a goal.
A goal darban
intosteps
becomes a plan.

A plan backed by
action becomes

reality.
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