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VALUE
PROPOSIT

€ KRAKEN konvecta
platform & Delivery, change & global _ unified, end-to-end
operating model scale capabilities - transformation

Together, we deliver a single, integrated transformation engine that combines Kraken’s technology platform and
operating-model innovation with Konecta’s deep operational expertise and global delivery.

This allows our clients to transform at pace, maintain operational continuity, and scale change across multiple
geographies, languages and sectors without introducing additional risk.
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Konecta Vision- Integrated Kraken Parter Endto End- From 70m-

270m customersin 4 years

BPO
Programm e/Service
Delivery

Globaland Vertical
salesreach

Change
Management

Implementation
Partner

Joint Konecta/Kraken
involvement early in salescycle

Konecta global regional sellers

Fullresponsibility for Kraken coordinated via global structure

operating model and culture
change adoption globally

Maintaining global consistency
and elitestandard of Kraken

. , Globalsales pipeline/targetmap
delivery KPI'sfor our clients

Joint Partnership with
integrator( EY)to deliver

implementation Manage onboarding directwith

New jointtargeted
end client

Tigerteam enhancedand Geographies/Site set up

available

Develop own expertise to deliver Forsite deployment

fullimplementation of Kraken
and to havedifferen toptions

Tigerteam enhancement and
investment forglobal
deployment of change
management

Expanded vertical reach across (

. Utilities, Telco, Water )
Jointinvestment/resources to

maintain world classdelivery Enhanced global offering on new

LOB’s( Distribution, Field
Monitoring)

Openup down the line
opportunityand fullyembrace
end eot end delivery
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Konecta +Kraken -Powering the GTM( DRAFT)

Future-ready platform:A proven, scalable
technology engine built to power complex customer
operations across markets.

Customer obsessive:customer experience at the
forefront of everything

Rapidtransformation:Accelerates digital change —
reducing time to value and simplifying deployment.

Singlesourceoftruth:Unified data, process, and
customer view across channels and geographies.

Operational efficiency:Automation and workflow
orchestrationthat lower cost-to-serve and boost
productivity.

Frictionlessintegration:Accredited implementation
partners and end to end ownership of integration

Regulatoryconfidence:Embedded com pliance and
governance tools,ensuring risk is managed
proactively.

Globalscalability:Ready to activate in multiple
countries with a consistent operating model.

Innovation pipeline:Ongoing platform
enhancements, Al-driven capabilities, and co-
creation opportunities.

Proven delivery engine: Trusted partner with deep
operational expertise across multiple sectors and
geographies.

Fast and frictionless activation: Experienced
implementation teams and end to end accountability to
accelerate time-to-live in new markets.

Operational excellence: Mature service delivery capabilities
ensure quality, consistency, and performance at scale.

Sector expertise: over 80 Global clients within Utilities and
Telco markets to open up opportunities

Change enablement: Kraken adoption/advocacy to
transition management, training, and adoption

Scalable workforce: Flexible, multilingual, and multi-site
operations and tiger teams ready to support rapid growth.

Embedded compliance & governance: Strong controls and
experience in regulated industries.

Customer-centric execution: Frontline talent focused on
experience, retention, and satisfaction.

On-the-ground expertise: Local delivery centres enable fast
ramp-up and cultural alignment with end customers.

Partnership mindset: Integrated with the platform strategy
to deliver end-to-end transformation, not just outsourcing.

Business continuity assurance: Proven resilience and
adaptability to support client stability and growth

Work in progress
To be brainstormed
(Marica / Jordan /
Jennifer / Mehdi)

270m
Customers

80 New clients
£x Billion
5,000 new jobs
etc.....
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2026 expansion focus:

Uutsiage af the cirenls Chatl we gre ".'-..l"J'I'"'l.'n'_'.-" VORI : wWiIth
United States Austria Japan

Greece Indonesia

Cermany ETEVSE
France Philippines
Ireland Saudi Arabia

Netherlands UAE

Poland

Romania

Slovakia AU S
Spain

South Africa
Ukraine 0 KRAKEN | konecta
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UTILITIES@ KONECTA

Utilitiesis a strategic sector for Konecta

We serve utilities clients all over the world and on all type of services

€250M 8600 FTE €250M

LATAM
Spain & Portugal

Customer Care
Italy

Italy
France

Back Office Services

France Spain & Portugal
Marketing & Sales
LATAM
UK .
UK Legal & Collection
cEE cEE Oters TN
Utilities revenues Utilities FTE Utilities revenues
breakdown by region breakdown by region breakdown by services

** Source: Everest: 1.Konecta, 2.Capita, 3. Foundever, 4. TCS,5. Transcosm os, 6.Telus Digital, 7. TP

*CEE- Central & Eastern Europe:Include Turkey, Slovakia, Germany, Czech Repubiic
@) KRAKEN | korvecta



We deliverend-to-end servicesacrossthe customer
lifecycle and for all utility offerings

Inbound,outbound,

Qualification, upsell, cross-sell

database
acquisition

Telesales

Lead
Generation

Amicable and
judiciary,negotiation

Care, claim s,
accounting & billing

Salesvalidation,
fulfillment, contract
management

Legal &
Collections

24/7 Support,
connected house
services

Loyaltyprograms,
retention, renewals

Multichannel
customer care

Sales
administration

Renewal

Technical
Assistance

@

HO00

/ — / N % I\,
Customer lifecycle
— O d
= B & © B @ &
Payment & financial Gas Water Electricity Solarenergy EVCharging Smarthome

services

Legacy services

New services

Heat Pumps
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Our Experience

A Client Selection. Decades of partnership.

DOn
ENERGYASSETS

Iberdrola

utilital ®

. CEZ GROUP
one Fgmer VALDA
‘ v NERGY ppet témato
« energy
K P “ T eDF ENR
C\ ~ C (\ GC\ 5‘ : @DISON ENERGIES NOUVELLES REPARTIES Naturgg ./
n plenitude
d X
endaes 1 X ‘" REPSOL —— doels i
tore g
TotalEnergies
gl
(Q) CHILQUINTA
distribucion
D
Activations Backoffice Customer Service Backoffice Backoffice A B:C:(Dfsﬁisi LeadManagement Loyalty
Backoffice Customer Service Emergency Services Customer Service Customer Service ecovery services Welcome Calls14 Marketing Sales Backoffice
Claims Management Emergency Services Smart Meter Digital Marketing Document Management Telesales Customer
Collections Post Sales Technical Support Pre- and Post Sales Lead Generation Complaint Service
CreditManagement Digital Marketing Sales Management )
Customer Service Retention Activations Customgr Service Backoffice
Telesales Backoffice ! . Collections
Claims Management Collections 3023:‘5‘/;‘1'3 _?ushto_melr é;ervicet
" i i echnical Suppor
Backoffice Backoffice Backoffice Backoffice Backoffice Collections Customer Service Technical PP
. . X . : Customer Service Sales
Customer Service Collections Collections Campaign Test Lab Customer Service Database Management Support
Emergency Services Customer Service CreditManagement Customer Service Kraken Expertise Center Digital Sales
Vulnerability Emergency Services Document Management Sales White Glove Fielg Marketing
Vulnerability Pre- and PostSales Retention Pre- and Post Sales Backoffice Backoffice
Test Lab Retention Customer Service Customer Service
Telesales Smart Meter Retention
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Why Leading EnterprisesChoose to Work With Us

%ﬁ Customer-Centric Integrated @ Delivery ,QRQ Digital
N

Approach 9@ Expertise Excellence wat  Ecosystem

We put your business needs first We combine diverse skills to We are committed to delivering We deliver smarter, faster, and safer
to deliver Gen Al solutions that ensure holistic and effective results with agility and a focus on transformation through a strong and
drive real value. transformation your success strategic partner ecosystem
- - aws g8 A .
® QOutcome-Based commercial ® ;:mn @O:Mrmw wnone B mq:
® Jobs to be Done methodology: ® Proximity to Business Processes: models ® nextiva WS smmax  wek@)  doeness BN
uncovering real business needs and operational understanding G55 MCE itk Eon gk bl
challenges ® QOperational speed and flexibility ® @  croom  sriconon
® Cross-functional delivery: blending zendesk
® Context Awareness: Solutions that are business, tech, data expertise and people ® We don't just tell you, we show you ® dlte ooy
specific to your operational context Rosnnca Troode s
® Data & Process-Level Insights: Rich data ® Gen Al repeatable delivery model O T —————
® |nsightful Understanding: insights into drives personalised high-performing ' e =
your customers and employees solutions € g/':."TM km le «u;;m;:_ ™o

Trusted BPOprovider with over 2

x decades of delivery track 150M investments in genAl development +2500 digital experts
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Kraken
Philosopy and
Operating
Model




Kraken’s family is the end-to-end operating system

for future utilities

Customer Management

CIS & Billimg

Meter Data Management
Customer Relationship
Management [CRk)

Customer Interaction/Experience
Supports B2C/B2B & CAl

Distribution

Customeer service

Metwork billing and revenue
Metwork services & transactions
Connection point auth Oy
Meter data authority (incl. MDM)
s  Meter asset management

iy A% 4

Generation Flex

Utility scabe asset control and
aptimization

Crid rnonitoring
Congestion forecasting

Residential Flex

Consumear angagenent
Device control

Portfolio optimization
G PMonItor ing
Congestion forecasting

Field

Job & Waorkforce Management

Mater|al Managemeant
In-field App

Custormer Service & After Care
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Effortlessinteractions- Customers want intuitive,
hassle-free support with minimal effort.

Personalization- 80%of consumers are more likelyto
buy from brands that offerpersonalizedexperiences

A Voice That Matters - Customers expect their feedback
to be heard and driveimprovements.

Availability & Speed- 83%of customers expect
immediate responsesfrom brands

Transparency & Trust- Clearcommunication, strong
data privacy,and secureinteractions.

Brand Commitment - 89%o0f consumersremain loyal to
brands that sharetheirvalues

Sources: Mckinsey, Everest, Bain, Konecta Experience

L

Utilitiescustomers suffera fragmented .experience
that failsto match theirexpectations

Customer expectations Utilitiesroadblock & challenges

Limited digitalization - Lackreal-time,fully digital
account management,making ithard to providea
seamless customer experience

Lackof agility in customer service- Reducing
frustration and churn ischallenging due to the
inability to anticipate customer needs and
personalizeinteractions

Rigid & siloedjourneys- Fragmented customer
interactions across disconnected systems create
inconsistent experiences,blocking seamless
omnichannel service.

@} KRAKEN




How Krakenischanging the game

Krakenis significantly changing the game in the energy sector. Kraken'sfocus on customer experience,technology-driven efficiency, and support for the
energy transition is disrupting traditional models and shaping the future of energy and utilities.In our opinion Kraken differentiatesitselffrom other energy

companies

Technology-Driven

Approach

Kraken Providesa
comprehensive,Al-powered
operating systemdesigned
to manage the complexities
of modern energy and utility
services.

Efficientcustomer service,
assetmanagement,and
grid optimization, setting it
apart from traditional, often
outdated systemsused by
many utility companies.

Kraken prioritizes enhancing
the customer journey. Its
platform consolidates
customer information,
allowing for fasterand more
personalized service.

Thisfocus on customer
satisfactionisa key
differentiatorin a sector
often criticized for its poor
customer service.

Enabling the Energy

Transition:

Kraken'stechnology is
crucial formanaging the
shifttowards decentralized,
renewable energy sources.

Its ability to optimize
distributed energy
resources (DERs)like EVs
and heat pumps is
essential for balancing
supplyand demand onthe
grid, facilitating a greener
energy future.

Kraken is rapidly expanding
itsreach globally,
demonstrating the
scalability of its platform.

Furthermore, it is
diversifying its applications
beyond energy, including
water and
telecommunications,
indicating itsversatility and
potential forbroader market
disruption.

Efficiency and

Optimization

Kraken'splatform enables
utilities to operate much
more efficiently. By
consolidatingdata and
automating processes,it
reducesoperational costs
and improvesoverall
performance.

The use of Alwithin the
platform allows for
optimization of energy
usage, and other utility
usage,which is a large
differentiator

Empowered Frontline
— Inverted Pyramid
Model

Kraken adopts an inverted
pyramid structurethat
puts agentsat the top,
empowering them to own
the customer experience.

This model fosters
autonomy,faster
decisions,and stronger
engagement on the front
line. ltdrives a more
responsiveand customer-
focused service, while
boostingemployee
Satisfaction.
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Kraken-Reengineering Customer Experience

The"Kraken Model"—areversed pyramid built on the belief agents—those closestto the customer—are the ones who truly know.They are trusted to drive
resultswhen they are empowered,autonomous,and given the toolsthey need to thrive.

Theleadership existsnot to control,but to coach, support,and remove obstacles. Thisshiftrequires more than process change; itrequirescultural
transformation.Management becomes a source of guidance and energy,helping agents grow both individually and as part of a collectivemission.

New operationalmodel:A360° service approach with end-to-end ownership and a unified omnichannel CRM.Agents are organized into autonomous
squads,each responsiblefora dedicated client portfolio,supported by real-time knowledge sharing and deep integration with Back-Office
workflows.The model isdata-driven and powered by automation and GenAl,enablingagents to act with speed,relevance,and full visibilityacross
the customer lifecycle.ltalso optimizesresourceallocation and production hours com pared to a traditional contact center model.All functions are
aligned around shared goals and customer satisfaction,fosteringa culture of accountability and continuousimprovement.

New HRand culturalapproach:Tailored profiles with strong soft skillsdefine the Universal Agent: em pathetic, adaptable, and solution-driven. Agents
operate with increasedautonomy,enabled by a shiftfrom controlto empowerment,supported by a new management stylethat encourages
individual and collective progression.Thispeople-first culture combines emotional intelligence with a genuine com mitment to custom er satisfaction
to delivermeaningful,value-driven interactions.

New trainingmethodology:Amodular,progressive learning system covering a wide range of com mercial and technical skills,including industry
knowledge,offering,payment processes,diagnostics,upselling, and inclusion.Trainingis structured through an Academy model and validated
through multi-level skillscertification.Agents are continuously upskilledto meet evolving customer expectations and operational needs.

Redesignedworkenvironment:Modern,bright, and inspiring environments where employees can fully realize their potential. Thisincludes training
and meeting rooms,relaxation areas,and dedicated team spaces designedto support squad-based collaboration,agent well-being,and a positive
workplace culture.

Newgovernanceand performancemodel (KPIs):Aglobal, customer-centric performance approach focused on value creation. KPIssuch as
Customer HappinessIndex (CHI)and Trustpilotscoresreflectreal customer sentiment and experience quality. Governance also includes redefined
production processes (Recruitment, WFM, Quality, Coaching, Incentives) and issupported by Centers of Excellenceto ensure delivery excellence,
compliance,and ongoinginnovation.
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CUSTOMER EXPERIENCE

Emotional

A deep connection based on values and
emotions, fostering lasting bonds.

Relational

Along-term engagem ent with the customer,
built on trust and loyalty.

Transactional

Focuson an immediate exchange of goods or

services,withno long-term commitment.

Deep understanding of customer
needs and pain points.

Insightsdrive innovation and tailored

experiences.
Agentsembody the brand, creating
real connections.

Customer experience focused on
quality interactions.

Ongoing engagement for loyalty and
personalization.

Agents build trust and long-term
satisfaction.

Differentiation mainly through price,
minimal service.

Standardized, efficient purchase
journeys.

Limited agent interaction, basic
support only.

We believe Agents play a key rolein elevating the customers’
experience

Agents at the core,driven by a
deeper transformation

Shiftthe relational approach toward
proactive problem-solving and
customer satisfaction.

Evolvefrontlinemanagement from a
supervisoryroleto a coaching role.

Systematically integrate the

customer perspective,making
satisfactionthe primary
performance driver.

Transform the operating model to
supporta customer-centric,
emotionally engaging experience.

Empower agents as brand
ambassadors,fostering authentic
and lasting connections.

@) KRAKEN @ kosvecta



Culture

Operatingmodel

Kraken
platform
enablement

From organisations as

machines...

Top-down hierarchy

Specialisedand silo-ed business

functions
Misaligned incentives

Gapsinunderstanding work/impact

both up and downstream

Complexity in systems and processes

leadto “command and control”
approach and furthersilo-ed

decisions

...Toorganisations as

organisms

Innovation, simplicit

collaboration, agility, automation

and customer focus

Quick changes, flexibleresource

yy

Small,autonomous teams
Skillsbased architecture

Talent mobility

Skillsdevelopment architecture

@' KRAKEN
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Operating Model:The Kraken way

Customers GECE CTCE CECF CTCE CSCF CFCE 05CF 0T

S A K DA S

. eSeE I GEEE | @EeE | eSeF . eses . eses |

Assignedto dedicated teams ¢S GG S CE CECTCEET CFCGCTOT CECTOTOT CECTOTOE CECEOTeS.
eses eses | eses eses eses eses

AUtONOMOUSTEAM S M AN A

their own customers with . QEQE | QEEeT | QFeT QeTeT  CTEeT  cses

richdata e
EnergySpecialistsmanage (ﬁ\% (ﬁ\% (‘.\% ¥ {‘\.% (‘.\% :: (ﬁ\% ;
allend-to-end customer A — N — — E— N — o= :
lifecycle. M@@M@@M@@M@@M@@M@@
Highl il li
d;%is‘i'oa,?,;z’k?f;en"a sed Team Team Team Team Team Team

A B C D E F

Small,autonomous teams +richand livedata generates employee
agency and accountability
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Keyrolesinthe model

Energy Team Ops Ops Director /
specialists Leaders Managers COO

Manage all end- Run teams of Lead multiple Ultimate
to-end customer energy teams of energy accountability
lifecycle, driving specialists, full specialist; help for happiness of
agile and accountability identify and people and
decentralised for service and mentor potential customers.
decision making happiness for new team Custodians of
customers in leaders the operating
their team model

9 9 9

Crossfunctional working groups

Collaborate across teams, share and build knowledge. Provide specialist domain expertise
support and drive technology road map.




Successfactors

*Trustpilot
kK| k[ %]

Highly engaged teams Happier and loyal customers Exceptional productivity (FTE to
customer ratio)

N g

Digital response Voice response

Hygiene factors

Meter data Customer
MELEC ] Industry relationship
nt management

Credit &
Collections

Payments




Voice Digital

Average wait time: Open
<90 seconds <40 per 10k
Billing

Unbilled Final Bills
Unbilled <1.5% >90% in 6 weeks

Universal Team
Expectations

We need to be on top of these:

Contact

Digital i
Age Complaints Open 24 Hour
<24 hours Per 10k
15 >70%
Metering
——

Direct Debit Set-
ups

Payments

Health Checks
Alllooked after by
team

Behavioural goal:looking at
customers accounts when talking to
them to seeif changes are needed

To excel at these:

[@

NET CHI

CEO Escalations &

TP -1
Responsesin 24
Hours

Ratio
Happy Super Productive
Customers > 3000:1
> 85% '
Customers

I
g g
wir

Trustpilot
>4.8

Industry

Disputes Disputes

100%Inbound

responded in 5 days Lol

responded in 5 days

li KRAKEN | kosvecta



New operational Model

New training

New Governance

Agents organised as autonomous “families”,dedicated to
client portfolio

Each families has every experts they need
Strongalignment on employee cxand clientsatisfaction

Specific Skillsmatrix for recruitment
Strong soft skillsorientation
Autionomy capacity required

Modular and progressive

Softskills focused

Processand tools

Careerpath through Skillsacademy

Modern,bright,and inspiring environments
Training and meeting rooms,relaxation areas,and dedicated
team spaces

Satisfaction is THEmatter (CHI, Trust Pilot)
WFMexpert team
Coaching as “Growth mindset application”

Pyramid isupside down.
Management trust knowledge of energy
expertsand coach them within a career
development plan.

@) KRAKEN | korvecta
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Thisteam personifies Kraken’s operating model
and way of working

Leadersin exceptional
customer service ==

Highly capable,top tier talent

Mobile - can work in other
locations

Expertsin the Kraken

Operating Model

v ) -
Always Improving :')

Il KRAKEN | korvecta




Kraken &
Konecta
Journey




H12023

Transition from Bulb 460 EnergySpecialiststrained on Kraken
to Octopus.Moved by Octopus for Konecta Durban

from Juniper to

Kraken

H12024

Successfully trained 50 Proon differentPro
courses

1stMemberbase team launched consistingof
55k memberssupported by ateam of 12 ProCourse Training &
Energy specialists Memberbase Launch
Non-Commission based transition to Skills

levy program - alignedtothe Octopus

culture & way ofworking H2 2024

20 EnergySpecialists& 6 managers trained on

Launch of ENIPlenitude at Kraken for ENIPlenitudein Konecta Casablanca by
% Konecta Casablanca Konecta Durban Tiger Team
m supported by both Kraken&
plenitude 2 CLIE RN R CEli 2nd Memberbaseteam launchedin Durban.

Completed 274 Pro’sin different skills
Q12025

50 Energy Specialiststrained for ENIPlenitude

in Casablanca

g,lmo_?tzs polepositionon Trustpilot for ENI Strong Operational
enitude i Performance at anewly

3rd & 4th Memberbase teamslaunched in launched site

Durban. Additional 50 Pro’sin training

Q22025

Kraken Academy Launch in g W StartingKrakenacademy

Casablanca fundamental Proin lan
Additional Memberbase undamentals to Proin Gasablanca

teams launched in Durban

2 NN,
kosvecta



Our experience in migrating from Bulbto Octopus- High scale growth-
Key milestones, challenges and success

inJune 2023,460 employeeswere trained on the Kraker™System by Octopus. Octopus provided support by sending 40 differentsupportleadsovera 4 week period to train the South
Africanteam.
Followingthe initial support from Octopus in Jun '23,Konecta SAare now fully self-sufficient in conducting all future training ,certifications, implementation & upskilling on Kraken.

SkillsAcadem y — Builta structured learning e Transitioned agents from the legacy Junifer system to Kraken with minimal

disruption. e Custom er Satisfaction: 4.9 Truspilot
pathway (Foundation —Pro— Master) to . . Ratin
accelerate knowledae transfer and create e Trainedand certifiedhundreds of employees on a completely new system. 9 . )
specialists Siteleadgs have been upskilled e Maintained high service quality and customer satisfaction during scale-up. ® Sustalnal.)le Scale:Achieved rapld.

P d I'. he Core Training i i e We modelled the structured three-tier program (Foundation —Pro— Master — growth without performance decline,
to now deliverthe Core Training in house Champions) setting a replicable blueprint for other
Rapid Training & Certification — Delivered ; X . . . X raphi
role-specific. hands-on training supported e Fast-tracked employees into specialized areas: Billing,Smart Metering, Complaints, geog ap .es. ' B
A accprediteé e cha?n iopnps Custom er Happiness, Industry, Vulnerabilities . LowAttrltlon: Abs.enteelsm and attrition
U);iversal Agent Model — A entsp ' e Trained 500+ employees within 8 weeks. remained belowindustry benchmarks

9 9 e Builtateam 16xlargerin just 4 years with 24/7/365 coverage. (as low as 1-3%)

empowered to manage the end-to-end
customer journey, ensuring flexibility and
ownership.

Real-Time Support & Monitoring —

e Implemented real-time Bldashboards to track quality and performance at the
beginning and then moved over to the Insakio Dashboards on Kraken,which we
currently use.

Introduced Bldashboards, gamified e Usedgamified tra‘ining and user-created conten-t to boost engagement. e Change Resistance:Agents initially
learning,and continuous coaching to . Embeddedthe universal-agent model,empowering agents to handle the end-to-end resisted moving from Junifer to Kraken
sustain quality during rapid growth. custom er journey due to change fatigue.
Culture of Empowerment — Focused on e Training Engagement: Not all employees
agent autonomy,engagement, and engaged fullywith early training
customer-first values rather than . ) . modules.
traditional BPOmicromanagement. . H|reforvalugs - Train for skills . . e Autom ation Transition: Some employees
e Earlychampions became mentors, speeding up peerlearning were hesitant to trust automated
* Safetofaillearn by doing workflows,requiring a gradual
e Trustthe processand universalagents to own customer outcomes introduction.

@) KRAKEN | korvecta



Kraken was successfully launched two years ago in our Konecta operations centre in South Africa for the UK market. Konecta has recently

launched operationsin Morocco for the Frenchmarket.
The knowledge, learning and best practice associated with Kraken has been formalised to support our Energy and Utilities customers in
transforming their customer operations,whilst supporting the upskilling of our teams,regardless of their geographical location.

octopus energy plenitude
'—““ d

I\ KRAKEN | kosvecta



Alexandra
GB - | review

* ok ok ok ok
My exported electricity wasn't showing-

Invited

My exported electricity wasn’t showing on the app so | phoned and
spoke to NIGHEGEERE. She was fabulously helpful and sorted it out in
minutes. What was great was that there was no holding for lengthy
times to be connected and Nontobeko's efficiency took away all my

concerns. Go NSRISEEKS!

Date of experience: July 23, 2025

Nicholas

Superb Telephone Manner!

Clear, simple, and polite easy-manner telephone manner. Very helpful at
explaining the process and quick to set up. She was even learning Chinese,
so she must be doing very well. Well done!

Date of experience: 23 July 2025

nours ago

19 hours ago

nvited

Octopus is the best energy company to...

Octopus is the best energy company to deal with | had made a mistake
on the meter reading | submitted and resulted in overcharging my credit
by a substantial amount. When | realised what I'd done, well my blood
pressure went through the roof, | contacted Octopus by phone and
explained what I'd done and it was sorted out for me by Sammy.
Received the amended account and realised the trouble | caused by not
being diligent to do a proper reading

Date of experience: July 21, 2025

Was worried this morning when | logged...

Was worried this morning when | logged onto my account and had a
notification for an unbilled period (smart meter) less than a five minute
conversation, including a really brief period on hold, everything was sorted. So
efficient and really professional. I've been with multiple energy providers over
the last 15 years and they're not a patch on octopus in terms of service, ease
of use and professionalism. Thank you octopus!

Date of experience: 17 July 2025

Dear Mr Jackson,

1 am writing to you about one of your employees, Dean. I'm sorry | have no surname.
After an initial complaint and a catalogue of disastrous and frustrating correspondence
with your customer services team | finally started corresponding with Dean. (Please see
full email chain below)

Unlike any of the other contacts Dean took complete ownership of my issue from the
outset, kept dealing with it until it was resolved and then contacted me after this to
ensure that the issue had been fully dealt with. People in this world are very quick to
complain and the threshold for writing a letter of praise is therefore very much higher than
the threshold for writing a letter of complaint but Dean has turned an initial complaint
into a situation where praise is due and deservedly so. | have therefore taken time out of

a very busy schedule to write to you

| would be grateful if you could please pass my thanks onto Dean for taking ownership of

this issue, seeing it through to conclusion and turning a complaint into a letter of praise

Kind regards

Andy Farr

Rekha Shanker i

Great Customer Service - Praveena
| called and spoke to Praveena today re. my current fixed rate tariff
coming to an end by 5th Sept 2025

Praveena listened and addressed my query and she also went out of
her way to note that | was retired (D.0.B) and put me on your Priority
Customer list. She didn't know but | live alone so this is very much
appreciated

Praveena's kind and polite telephone manner was impeccable too. A
great asset to Octopus. Thank you.
Miss Rekha Shanker

Date of experience:

KRAKEN kosvecta




Konecta/Kraken
training and
recruitment
Philosophy




Culture & Behaviours

Empowerment, Autonomy, Kindness,

FREEDOM Psychological Safety

Responsibility, Accountability, Wellness,
Problem solving, Coaching/Feedback,
Resilience

gllely
PERFORMANCE

Ethics, Social Responsibility, Integrity,
Values




Your 4.2weeks
onboarding coversthe
clientenvironment and
the industry,providing
essential tools for
success

Phase 1:
Onboarding
Total HC: 20

Phase 2:
Foundation
Total HC: 15

Phase 3:
Core
Total HC : 30

After settling in,you'll
complete Foundation
EdApp training,with
tailored support from
Team Leads,Masters,
and Champions.

Phase 4 :

Pro

Total HC:202 (unique) 274
Courses com pleted

Phase 5 :
Master
Total HC : 34

Phase 6 :
Site Lead
Total HC: 12

Protraining covers
advanced topics and
indepth knowledge

prepares them to
take on the more

Core courses build
knowledge infour
hours,with
application
expected.

Master focuses on
escalations,data,
trends,and site
visibility,with
Masters supporting
Site Leads,guiding
teams,and handling
complex topics.

3 Months

Onboarding to
Foundation

Month 4 to month 5
Foundation to Core

Month 6
Core to Pro

From Month 9 onwards
Proto Master
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The Konecta Octopus SklllsAcademy Journey (KOSA)

Foundation

Requiresa great attitude,brilliant
team contribution and tons of
personal accountability for getting
things right for customers and the

team. Thisis basic but fundamental.

Must pass all foundation level Ed
App Courses

SkillsAcademy Core Team 4 FTEs

Belng a Pro

Completing Proin any ofthe SkillsAcademies
means beingthe firstpoint of contact fortheir
team in a specificdiscipline.

You train/coach the team to be able to solve
complex issues.Inturn building your team’s
skill sets.Sharing knowledge within team and
Family

Confidencein handling difficult case topics

Training modules

Beinga Master

Completing the Master SkillAcademies
means learning even further to upskill
team,Family and Site.Usedata to
understand hot-spots on your team.
You’ll elevate and support Pro’swith
escalationson your team with the
knowledge you’ve brought You’llwork on
the support channels,participate in wider
operational projects with other sites
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Konectarecruitment of Kraken calibre agents ?

Recruitment & selection process

Plan

Request to Recruitsent 30
daysinadvance

Define role,key
requirements & timelines

Identify

Questions on drive,
adaptability,resilience,
high performance

Additional insightsfrom
CVs,scorecards & Open
Day feedback

Attract

In-house recruitment
teams embedded locally

Marketingcampaigns &
pop-up eventsin
communities

Internal referrals
(recommend-a-friend
program)

Hire

Prioritizecandidates
passionate about energy,
green tech & sustainability

Ensureclarity in job
descriptions &
expectations

D-0-® 0

Plan Attract

Select

Identify

Select

20-30 min conversation:

Testcandidate
commitment,drive &
ambition

Cover admin details &
expectations (training,
holidays,salary,
attendance)

Review

Continuous monitoring:fill
rate,conversion,attrition,
churn & suitability

Ongoing feedback loop to
refine process

Review

We invite you to interview with Konecta

Buildingthe right team for Octopus

Energyoperations

Hiring the right people is critical. Therefore, we stick
to the followingguidelines during recruitment
process:

e Clearjob description reflecting the key
requirements of the positionto the candidates

e Screenforempathetic and tech savvy profiles

e Prioritisestrong technical, innovative problem-
solving skills

e Lookforcandidates who have high passionfor
Energy & utilities topics, digital technologies and
environmental friendly values

e Understanding of cultural nuances

e Greatempathy and excellentmotivational skills
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Challenges

Adopting the Kraken
Culture

Whilst traditional BPO’swork on a
structure built around governance
against set KPI’sand targets with defined
rolesand accountability, the Kraken
model works on an element of trust and
flexibility, encouraging employees, to
take risks,make mistakes and ultim ately
put custom ers first. Thiscan be seenas a
massive challenge forcompanies who
relyon a performance management
model to operate.

The Solution

» Recruiting the right people for the job,
agents with traditional experiencein the
energy sector may not be the right fit. We
targeted candidates with an open mind

and an absolute passion for customer

service excellence

* Change the measure of success from kpi

driven metrics such as AHTand Volume to

customer centric measurements eg CHI
and Trust Pilotratings

System and process
migration

- Dueto Kraken being completely
unique from any other CRMused on
the market, it required a complete
resetof everything that agents had
previously learnt working on other
systems. The system required 2FA
and we initially experienced a
number of issuesaround login
failures.

+ SME’sused to improve speed to
competency on Kraken.Continuous
training whenever there were
Krakensystem updates

* Invested in Fidokeys which
simplified the authentication
process and enhanced security.
Thishelped reduce login failures
and improve the overall user
experience for agents.

21

A
A
o
3;5\

TheKrakenculture and operating model isunique and has a distinct difference to the legacy operating model that most traditional BPO’suse.We have successfully
adopted the Kraken Operating Model in our transition from Bulb Energyto Octopus Energyand the points below highlight some of the key challenges experienced as

wellas processesand changes made to overcome them.

Transitioning to a
Non-Based
commission model

» Inthe initial stages we had alegacy
com mission structure in place. Thiswas
contradictory to the model adopted by
Kraken and we quickly realisedwhy.The
commission based model resulted in
agents driving the KPlthat would yield a
higher individual commission payout
ratha than focuson the collaborative
customer centric approach that Kraken
encourages tho Ourpeoplork because
we offerthem a modern work
environment, we are in tune with their
passions. We encourage healthy or
artistic hobbies ay.

* Moved to a skillsbased levy - which
promotes the Krakenway of working
* Thisprogramme focuses on
individuals improving their
knowledge, taking on more complex
cases,working as a team within a
member base and ultimately
focusing on customer services
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PLENITUDE

plenitude

Strategic Operation Service
Partner for Plenitude

We have been working for Plenitudefor more than 10yearsin many
geographies. Since September 2024 for Plenitude France, Konecta has took in
charge the launch of the new operative model and platform provided by
Kraken,helping Plenitudeto migrate all their customers from the previous
platform and model to the new one.In the next months we are going to start the
same project of migration alsoin Spain,Portugal and Greece;

We provide a multi-countries support with dedicate operation for every single
country, ensuring high-quality customer interactionsand operational
efficiency. We are an important partner of Plenitudealso in Italy and in Spain
today.

360 4 90%+

FTE,including all the four Countries covered in Of5% reviewson
countries (50%regards the Kraken Project + Trustpilot as a key
France), scaling from 20 Italy objective

to 360 by 2026
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Transition Delivery Framework

Ourapproach allows a controlled project delivery and measurement Steady State
Stabilisation Controlledand smooth
handover
. Focusedapproach towards ®
Delivery servicespeedto competency
Quality and control is key >
Planning to the success of the
Carefulplanning centred project ®
Envisioning around quality & objective
control

. o
Fullrequirements

capture and end goal
target

® Agree high level

. ) ® Projectplan built ® Control and B Projectteam heavily ® Handover takes place
projectquality and around objective and governance central to focusedtowards once servicequality is
successmeasures quality measures success service delivery inline with plan

® Analyse and capture L] Understan_d and ® Continued “chegk and ® Service quality ® Smooth and N

. manage risk balance of quality and measurement controlled transition

business processes & ® Detailed project project objectives into operations

procedures requirements
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Krakenimplementation journeyin Casablanca

Live Call Floor Assist

Training Leaders Presenceon the floor
TigerTeam setup on assistance mode
Durban & Casa Training all leaders on
kraken ops model and
Ceo sponsorship growth model
Projectmanager lead
Processand method : October
Training :
Quality
Management

September November
Process Sharing
Durban TigerTeam
deployedin
August ProjectTeam Setup Casablanca overa

period of 8 weeks for

Roadmap knowledge sharing &

Roles SMEsupport

Instances

plenitude

SkillsAcademy

Identification and
training agents
tobecome
PRO(+6 months)
Experts (+12
months)

January

January

Implementation Check

Durban team Verification

of

Basic skills
Trainingprocess
KrakenAcademy
skill profiles
Identification of Pro
and Expertskills
profile

FirstTrust pilot
results analysis
Graduationevent
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Konecta & Plenitude Capability Team-

e

Cherice Thanpersad
Team Leader

Charlene Naidoo
Operations Manager

ThuliMakhathini

Team Leader
7years in BPO.Worked as a sales and customer
servicesagent and moved onto TL.
Beenin the role 4 years,coaching,supporting and

Msizi Maseko
Trainer
7years in BPO.Mixture of Training,organisational
development and operationsmanagement roles
supporting launch of new projects across all

11yearsin BPO.Experiencein Salesand Customer
servicesaround different time zones.
SeniorManagement and Data Management.

6 years in BPO.Experienced Team Leader,focusing
on monitoring frameworks,data analytics,quality

Onthe Kraken account foraround 2years
managing the Operationsend-to-end

Responsibilities

Analysisand reporting on KPIssuch as Customer
satisfaction,FCRand service levels
Usingcustomer insights to drive improvements
in service and customer experience by Reviewing
and optimizing contact center processesand
workflows to improve efficiencyand
effectiveness.

Implementation of new technologies and
systems to enhance service delivery.

Preparing and presenting daily,weekly,and
monthly performance reportsto key exec
members of the business.

Analyzing data to identify trends,areas for
improvement,and potential issues.

developing agents on Kraken

Responsibilities

Ensure the delivery of great customer serviceby
using the customer experiencefeedback to identify
development areas

Monitor live productivity and AHTusing the
dashboard

Ensurethe delivery of quality work by listening to
calls

Managing complaints raised for customers and
ensuring complaints are responded to within atimely
manner

Manage email responsetimes to customers

Monitor customers billing and statements are issued
correctly and timeously

Coachand develop and conduct weekly 121's

international geographics.Training different
workstreams over the past 5 years and fully
dedicated to the Kraken model

Responsibilities

I'vebeen training Kraken for 1.5yearsand the
Krakentraining involvesa run through of the
system and its features,where lexplain the
differenttabs and their functions.

Thetraining alsoincludes a practical element in
which the traineeshave an opportunity to
interact with the system by responding to
customer queriesto give them a feelof how to
use it.

lalso conduct individual observations of the
trainees on their ability to navigate the system
and RAGthem accordingly.

Isupport the operation through continuous
improvement initiatives such as evaluating
agent performance to pinpoint areas of
development,creating training interventions
such as upskill/ crosskilltraining,refresher

trends and insights.
Customer serviceexpert,providing excellent
feedback to agents on a daily basis

Responsibilities

Ensure the delivery of great customer serviceby
using the customer experiencefeedback to identify
development areas

Monitor live productivity and AHTusing the
dashboard

Ensurethe delivery of quality work by listening to
calls

Managing complaints raised for customers and
ensuring complaints are respondedto within atimely
manner

Manage email responsetimes to customers

Monitor customers billing and statements are issued
correctly and timeously

Coachand develop and conduct weekly 121's
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Kraken & Konectateams worked together to ensurethe
implementation was a success

Train the Trainer workshops: In
preparation for Culture change
ahead of Plenitudetransition with
Krakenteam: Hostedwith a team of
8 individuals:

Introduction to Kraken culture:
sessionand activity

Growth Mindset/ Customer
Happiness

Facilitation feedback

Project expectations Plenitude X
Kraken

onecta aine gn o ea
ba Observatio & feedba
ond ed o 0 dse
a a ane and Radia
Project Preparatio

Feedbackapproach adaptation for
alignment with culture

Reward & Recognition
Recommendations and support
Facilitator Guide
Nestingmanagement for Plenitude
Kraken key principles
Effectiveteam management

Ongoing remote pport betwee
Durba 0
Reviewo 0 0 Durba
ollaboratio ple of=
Proje ea g
e QBR Do orocco &
Durba ea prese e
Acade a O and

ollo o] g

Phase 4: Continuous
improvement

e Coretraining now being
rolled by trained EStothe
wider team

e Masters & Champions now
supporting the UKteams
on Billing, Industry & Smart
Mterting

e Furtherentrenchment of
the culture with TLsgoing
through the LDPtrainingto
ensurealignment across
the model

e Cross site collaboration: SA
OMs visiting the UKsites to
furtherunderstand culture
& bestpractices that can
be mirrored
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Konecta +Kraken -Powering the GTM( DRAFT)
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Suggestion JRM

Scalable & proven:Built for complex,

. . Trusted BPOpartner:Operational
multi-market operations

expertise across sectors & regions

Customer-centric by design:Experience

smhedded e (he pleiions Rapidactivation:Local teams, global

reach,fast go-live
270m
Sectorfocus:80+ clients in Energy & Telco Customers
80 New clients
Singleview: Unified data, process & Scalltl'a-bl'teworkfo:f:e:MuItlllngual, (eI, £x Billion .
customer journey multi-site operations 5t,000 new jobs
etc.....

Fasttransformation:Accelerates digital
deployment& time-to-value

Customer-focused execution:Frontline

Built-in compliance:Proactive _ . . .
teams driving satisfaction & retention

governance across geographies

Embedded change support: From
training to adoption

Seamlessintegration:Certified partners,
fullimplementation ownership

Resilientdelivery:Proven continuity &

Future-ready:Continuous innovation L
adaptability

with Al& co-creation
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