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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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platform &
operating model + Delivery, change & global

scale capabilities = unified, end-to-end
transformation

JOINT
VALUE
PROPOSIT
ION



Konecta Vision- Integrated Kraken Parter End to End - From 70m-
270m customers in 4 years

Implementation
Partner
Joint Konecta/Kraken
involvement early in sales cycle

Joint Partnership with
integrator( EY) to deliver
implementation

Develop own expertise to deliver
full implementation of Kraken
and to havedifferen toptions

Open up down the line
opportunity and fully embrace
end eot end delivery

01
Change
Management

Full responsibility for Kraken
operating model and culture
change adoption globally

Manage onboarding direct with
end client

Tiger team enhancement and
investment for global
deployment of change
management

02 0403
BPO
Programm e/Service
Delivery

Maintaining global consistency
and elite standard of Kraken
delivery KPI’s for our clients

Tiger team enhanced and
available
For site deployment

Joint investment/resources to
maintain world class delivery

Global and Vertical
sales reach
Konecta global regional sellers
coordinated via global structure

Global sales pipeline/targetmap

New joint targeted
Geographies/Site set up

Expanded vertical reach across (
Utilities, Telco, Water )

Enhanced global offering on new
LOB’s ( Distribution, Field
Monitoring)

4 KEY AREAS- NEEDS TIDYING UP



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

operations across markets.

Customer obsessive:custom er experience at the
forefront of everything

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

Single source of truth:Unified data, process, and
customer view across channels and geographies.

Operational efficiency:Autom ation and workflow
orchestrat ion that lower cost- to-serve and boost

productivity.

Frictionless integration:Accredited im plementation
partners and end to end ownership of integration

Regulatory confidence:Embedded com pliance and
governance tools,ensuring risk is managed

proactively.

Global scalability:Ready to activate in m ultiple
countries with a consistent operating model.

Innovation pipeline:Ongoing platform
enhancements, AI-driven capabil i t ies, and co-

creation opportunit ies.

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

Konecta +Kraken -Powering the GTM( DRAFT)

270m
Customers
80 New clients
£x Billion
5,000 new jobs
etc…..

Work in progress
To be brainstormed

(Marica / Jordan /
Jennifer / Mehdi)



Data & Reporting



Utilities
Understanding



UTILITIES @ KONECTA

*CEE- Central & Eastern Europe: Include Turkey, Slovakia, Germany, Czech Republic

Utilities is a strategic sector for Konecta

12% of Konecta's global revenue comes
from the Util it ies sector

€250M in revenue is generated from the
Utilities sector

80+ cl ients

8600+ FTEs

#1CXM partner by revenue in the Uti l i t ies &
Energy market**

We serve uti l i t ies clients all over the world and on all type of services

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

Qualif ication,
database

acquisit ion

Customer lifecycle

Telesales

Inbound,outbound,
upsell, cross-sell

Sales
administrat ion

Sales validation,
fulfi l lm ent, contract

management Mult ichannel
customer care

Care, claim s,
accounting & bi l l ing

Technical
Assistance

24/7 Support,
connected house

services

Legal &
Collections

Amicable and
judiciary,negotiat ion

Renewal

Loyalty programs,
retention, renewals

EV ChargingSolar energy Heat PumpsSmart  homePayment & f inancial
services ElectricityGas Water

Legacy services

New services

We deliver end-to-end services across the customer
lifecycle and for all utility offerings
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Backoffice
Customer Service

Document Management
Lead Generation

Sales
Retention

Backoffice
Customer Service

Smart Meter

Backoffice
Customer Service
Digital Marketing

Pre- and Post Sales
Digital Marketing

Lead Management
Welcome Calls14

Collections
Customer Service

Sales
Backoffice
Collections

Customer Service
Emergency Services

Vulnerabil i ty

Backoffice
Customer

Service

Backoffice
Customer Service

Emergency Services
Vulnerabil i ty

Customer Service
Emergency Services

Smart Meter
Technical Support

Activations
Backoffice

Claims Management
Collections

Customer Service
Database Management

Digital Sales
Field Marketing

Pre- and Post Sales
Retention
Telesales

Complaint
Management

Customer Service
Social Media

Survey
Technical
Support

Sales
Activations
Backoffice

Claims Management
Collections

Credit  Management
Customer Service

Telesales

Backoffice
Campaign Test Lab
Customer Service

Sales

Backoffice
Customer Service

Kraken Expertise Center
White Glove

Retention
Test Lab

Loyalty
Marketing
Telesales

Backoffice
Collections

Credit  Management
Document Management

Pre- and Post Sales

Backoffice
Collections

Customer Service
Technical Support

Backoffice
Recovery ServicesBackoffice

Customer Service
Emergency Services

Post Sales

Backoffice
Customer Service

Retention

Our Experience
A Client Selection. Decades of partnership.

20,000+
agents

13%
Group revenue from
Utility sector

70+
clients



Why Leading Enterprises Choose to Work With Us
Customer-Centric
Approach

Integrated
Expertise

Delivery
Excellence

We put your business needs first
to deliver Gen AI solutions that

drive real value.

We combine diverse skills to
ensure holistic and effective

transformation

We are committed to delivering
results with agility and a focus on

your success

Outcome-Based commercial
models

Operational speed and flexibility

We don’t just tell you, we show you

Gen AI repeatable delivery model

Jobs to be Done methodology:
uncovering real business needs and
challenges

Context Awareness: Solutions that are
specific to your operational context

Insightful Understanding: insights into
your customers and employees

Proximity to Business Processes:
operational understanding

Cross-functional delivery: blending
business, tech, data expertise and people

Data & Process-Level Insights: Rich data
drives personalised high-performing
solutions

Digital
Ecosystem

We deliver smarter, faster, and safer
transformation through a strong and

strategic partner ecosystem

Trusted BPO provider with over 2
x decades of delivery track

record

150 M investments in genAI development +2500 digital experts



Kraken
Philosopy and
Operating
Model



Data & Reporting



Utilities customers suffer a fragmented experience
that fails to match their expectations

Limited digital ization  - Lack real-t ime,ful ly digital
account  management,making i t  hard to provide a
seamless customer experience

Lack of agil i ty in customer service  - Reducing
f rustrat ion and churn is chal lenging due to the
inabi l i ty to ant icipate customer needs and
personalize interactions

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

Availabil i ty & Speed - 83%of customers expect
immediate responses from brands

A Voice That Matters  -  Customers expect their feedback
to be heard and dr ive improvements.

Effortless Interactions  - Customers want intuit ive,
hassle-free support with minimal effort .

Personalization  - 80%of consumers are more l ikely to
buy from brands that offer personalized experiences

Transparency & Trust  -  Clear communication, strong
data privacy,and secure interact ions.

Brand Commitment  -  89%of consumers remain loyal  to
brands that share their values

Customer expectations Utilities roadblock & challenges

Sources: Mckinsey, Everest, Bain, Konecta Experience



How Kraken is changing the game

Technology-Driven
Approach

Focus on Customer
Experience

Enabling the Energy
Transition:

Kraken Provides a
comprehensive,AI-powered
operating system designed
to manage the complexities
of modern energy and uti l i ty
services.

Efficient customer service,
asset management,and
grid optimization, setting it
apart from tradit ional, often
outdated systems used by
many uti l i ty companies.

Kraken prioritizes enhancing
the customer journey. Its
platform consol idates
customer information,
al lowing for faster and more
personalized service.

This focus on customer
satisfaction is a key
differentiator in a sector
often criticized for its poor
customer service.

Kraken's technology is
crucial for managing the
shift towards decentralized,
renewable energy sources.

Its ability to optim ize
distr ibuted energy
resources (DERs) like EVs
and heat pumps is
essential for balancing
supply and demand on the
grid, facilitating a greener
energy future.

Global Expansion and
Diversification

Kraken is rapidly expanding
its reach globally,
demonstrat ing the
scalabi l i ty of i ts platform.

Furthermore, it is
diversifying its applications
beyond energy, including
water and
telecommunications,
indicating i ts versati l i ty and
potential for broader market
disruption.

Efficiency and
Optimization

Kraken's platform enables
util i t ies to operate much
more efficiently. By
consolidating data and
automating processes, it
reducesoperational costs
and improvesoverall
performance.

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

Kraken is signif icantly changing the game in the energy sector. Kraken's focus on customer experience,technology-driven eff iciency, and support for the
energy transit ion is disrupting tradit ional models and shaping the future of energy and uti l i t ies. In our opinion Kraken differentiates itself from other energy
companies

Empowered Frontline
– Inverted Pyramid
Model

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

This m odel fosters
autonomy,faster
decisions, and stronger
engagement on the front
line. It drives a more
responsive and customer-
focused service, while
boosting employee
satisfaction.



Kraken-Reengineering Customer Experience
The "Kraken Model"—a reversed pyramid built on the belief agents—those closest to the customer—are the ones who truly know. They are trusted to drive
results when they are em powered,autonomous,and given the tools they need to thrive.

The leadership exists not to control,but to coach, support,and remove obstacles. This shift requires more than process change; it requires cultural
transformation.Management becomes a source of guidance and energy,helping agents grow both individual ly and as part of a col lect ive mission.
●  New operational model:A 360° service approach with end-to-end ownership and a unif ied om nichannel CRM. Agents are organized into autonomous

squads,each responsible for a dedicated cl ient portfol io,supported by real-t ime knowledge sharing and deep integration with Back-Off ice
workflows.The model is data-driven and powered by automation and GenAI,enabling agents to act with speed,relevance,and ful l  visibi l i ty across
the customer l i fecycle. It  also optimizes resource allocation and production hours com pared to a tradit ional contact center model.All  functions are
al igned around shared goals and customer sat isfact ion,fostering a culture of accountabi l i ty and continuous improvement.

● New HRand cultural approach: Tailored profiles with strong soft skills define the Universal Agent: em pathetic, adaptable, and solution-driven. Agents
operate with increased autonomy,enabled by a shif t  f rom control  to em powerment,supported by a new management style that encourages
individual and collective progression. This people-first culture com bines em otional intell igence with a genuine com mitment to custom er satisfaction
to del iver meaningful,value-driven interactions.

● New training methodology:A modular,progressive learning system covering a wide range of com mercial and technical skil ls, including industry
knowledge,offering,payment processes,diagnostics,upsell ing, and inclusion. Training is structured through an Academy model and validated
through mult i- level ski l ls cert i f ication.Agents are continuously upskil led to meet evolving customer expectations and operational needs.

● Redesigned work environment:Modern,bright, and inspiring environments where em ployees can fully realize their potential. This includes training
and meeting rooms,relaxation areas,and dedicated team spaces designed to support squad-based col laborat ion,agent wel l-being,and a posit ive
workplace culture.

● New governance and performance model (KPIs):A global, customer-centric performance approach focused on value creation. KPIs such as
Customer Happiness Index (CHI) and Trustpilot scores reflect real customer sentiment and experience quality. Governance also includes redefined
production processes (Recruitment,WFM, Quality, Coaching, Incentives) and is supported by Centers of Excellence to ensure delivery excellence,
compliance,and ongoing innovation.



We believe Agents play a key role in elevating the customers’
experience

OUR VISION

Emotional
A deep connection based on values and

emotions, fostering lasting bonds.

Relational
A long-term engagem ent with the customer,

built on trust and loyalty.

Transactional
Focus on an immediate exchange of goods or

services, with no long-term commitment.

CU
ST

O
M

ER
 E

XP
ER

IE
NC

E

● Deep understanding of customer
needs and pain points.

● Insights drive innovation and tailored
experiences.

● Agents embody the brand, creating
real connections.

● Differentiation mainly through price,
minimal service.

● Standardized, efficient purchase
journeys.

● Limited agent interaction, basic
support only.

● Customer experience focused on
quality interactions.

● Ongoing engagement for loyalty and
personalization.

● Agents build trust and long-term
satisfaction.

Agents at the core, driven by a
deeper transformation

●  Shift the relational approach toward
proact ive problem-solv ing and
customer satisfact ion.

●  Evolve frontl ine management from a
supervisory role to a coaching role.

●  Systematical ly integrate the
customer perspective,making
satisfact ion the primary
performance driver.

●  Transform the operat ing model to
support  a customer-centr ic,
emotional ly engaging experience.

●  Empower agents as brand
ambassadors,fostering authentic
and last ing connections.
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Kraken
platform
enablement

Operating model

Culture

From organisations as
machines…
●  Top-down hierarchy
● Specialised and silo-ed business

functions
● Misaligned incentives
●  Gaps in understanding work/ impact

both up and downstream
●  Complexity in systems and processes

lead to  “command and contro l ”
approach and further s i lo-ed
decisions

…To organisations as
organisms
● Innovation, simplicity,

col laboration, agi l i ty, automation
and customer focus

● Quick changes, flexible resource
●  Small ,  autonomous teams
● Skills based architecture
●  Talent mobil i ty
● Skil ls development architecture



Customers

Small, autonomous teams + rich and live data generates employee
agency and accountability

Assigned to dedicated teams

Autonomous teams manage
their own customers with
rich data

Energy Specialists manage
all end-to-end customer
lifecycle.

Team
A

Team
B

Team
C

Team
D

Team
E

Team
F

Highly agile, decentralised
decision making

Operating Model: The Kraken way



Key roles in the model
Energy

specialists

Manage all end-
to-end customer
lifecycle, driving

agile and
decentralised

decision making

Team
Leaders

Run teams of
energy

specialists, full
accountability
for service and
happiness for
customers in

their team

Ops
Managers

Lead multiple
teams of energy
specialist; help

identify and
mentor potential

new team
leaders

Ops Director /
COO

Ultimate
accountability

for happiness of
people and
customers.

Custodians of
the operating

model

Cross functional working groups

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



Success factors

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

Red lines

Digital response Voice response

Hygiene factors

Billing MeteringCredit &
Collections

Meter data
manageme

nt
IndustryPayments

Custom er
relationship

management



NET CHI
Happy

Customers
> 85%

Voice
Average wait time:

< 90 seconds

Digital
Open

< 40 per 10k
Complaints Open

Per 10k
15

24 Hour

> 70%

CEO Escalations &
TP - 1

Responses in 24
Hours

Trustpilot
> 4.8

Unbilled
Unbilled < 1.5%

Final Bills
> 90% in 6 weeks

Disputes

100% Inbound
responded in 5 days

Direct Debit Set-
ups

Payments

Billing

Customers

Industry

Contact

Health Checks
All looked after by

team

Metering

Ratio
Super Productive

> 3000:1

Digital
Age

< 24 hours

Universal Team
Expectations

We need to be on top of these:

To excel at these:

Disputes

100% Inbound
responded in 5 days

Behavioural goal: looking at
customers accounts when talking to
them to see i f  changes are needed



Sum mary of the Kraken Model for Implem entation

Pyramid is upside down.
Management trust knowledge of energy
experts and coach them within a career
development plan.

05 • Satisfaction is THEmatter (CHI,Trust Pilot)
• WFM expert team
• Coaching as “Growth mindset appl icat ion”

04 • Modern,bright,and inspiring environments
• Training and meeting rooms,relaxation areas,and dedicated

team spaces

03
• Modular and progressive
• Softskills focused
• Process and tools
• Career path through Skil lsacademy

02 • Specific Skills matrix for recruitment
• Strong soft skills orientation
• Autionomy capacity required

01
• Agents organised as autonomous “famil ies”,dedicated to

client portfolio
• Each families has every experts they need
• Strong al ignment on employee cx and cl ient satisfaction

New operational Model

HR

New training

Redesigned work
environment

New Governance

28



This team personifies Kraken’s operating model
and way of working

Leaders in exceptional
customer service

Always Improving

Experts in the Kraken
Operat ing Model

Highly capable, top t ier talent

Mobi le -  can work in other
locations



Kraken &
Konecta
Journey



OUR KRAKEN JOURNEY

H12023

Transition from Bulb
to Octopus.Moved
from Juniper to
Kraken

460 Energy Specialists trained on Kraken
by Octopus for Konecta Durban

H12024

Pro Course Training &
Memberbase Launch

Successfully trained 50 Pro on different Pro
courses
1st Memberbase team launched consisting of
55k memberssupported by a team of 12
Energy specialists
Non-Commission based transition to Skills
levy program - aligned to the Octopus
culture & way of working

Q12025

Strong Operational
Performance at a newly
launched site

H2 2024

Launch of ENIPlenitude at
Konecta Casablanca
supported by both Kraken &
Konecta Durban Teams

20 Energy Specialists & 6 managers trained on
Kraken for ENI Plenitude in Konecta Casablanca by
Konecta Durban Tiger Team

2nd Memberbase team launched in Durban.
Com pleted 274 Pro’s in different skills

50 Energy Specialists trained for ENI Plenitude
in Casablanca
3 months pole position on Trustpilot for ENI
Plenitude
3rd & 4th Memberbase teamslaunched in
Durban. Additional 50 Pro’s in training

Starting Kraken academy
fundamentals to Pro in Casablanca

Q2 2025

Kraken Academy Launch in
Casablanca
Addit ional Memberbase
teams launched in Durban



Key outcomes:

● Custom er Satisfaction: 4.9 Truspilot
Rating

● Sustainable Scale: Achieved rapid
growth without performance decl ine,
sett ing a replicable blueprint for other
geographies.

● Low Attrition: Absenteeism and attrition
remained below industry benchmarks
(as low as 1–3%)

In June 2023, 460 employees were trained on the Kraken system by Octopus. Octopus provided support by sending 40 different support leads over a 4 week period to train the South
Afr ican team.
Following the init ial support from Octopus in Jun '23,Konecta SA are now fully self-sufficient in conducting all future training ,certif ications, implementation & upskil l ing on Kraken.

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

Key Activities

● Transitioned agents from the legacy Junifer system to Kraken with minimal
disruption.

●  Trained and certi f ied hundreds of employees on a completely new system.
●  Maintained high service quali ty and customer satisfaction during scale-up.
● We modelled the structured three-tier program (Foundation  → Pro  → Master  →

Champions).
● Fast-tracked employees into specialized areas: Bill ing,Smart Metering, Complaints,

Custom er Happiness, Industry, Vulnerabilities
● Trained 500+ employees within 8 weeks.
● Built a team 16x larger in just 4 years with 24/7/365 coverage.
●  Implemented real-t ime BI dashboards to track quali ty and performance at the

beginning and then moved over to the Insakio Dashboards on Kraken,which we
currently use.

●  Used gamif ied training and user-created content to boost engagement.
●  Embedded the universal-agent model,empowering agents to handle the end-to-end

custom er journey

Approaches to Scaling:

● Skills Academ y – Built a structured learning
pathway (Foundation  → Pro  → Master) to
accelerate knowledge transfer and create
specialists. Site leads have been upskilled
to now deliver the Core Training in house

● Rapid Training & Certification – Delivered
role-specif ic,  hands-on training supported
by accredited trainers and champions.

●  Universal-Agent Model – Agents
empowered to manage the end-to-end
customer journey, ensuring flexibil ity and
ownership.

● Real-Time Support & Monitoring –
Introduced BI dashboards, gamified
learning,and continuous coaching to
sustain qual i ty during rapid growth.

● Culture of Empowerm ent – Focused on
agent autonomy,engagement, and
customer-f irst values rather than
traditional BPO micromanagement.

Challenges

● Change Resistance: Agents initially
resisted m oving from Junifer to Kraken
due to change fat igue.

● Training Engagem ent: Not all employees
engaged ful ly with early training
m odules.

● Autom ation Transition: Som e employees
were hesitant to trust automated
workflows,requiring a gradual
introduction.

Learnings

● Hire for values - Train for skills
● Early champions became mentors, speeding up peer learning
● Safe to fail learn by doing
●  Trust the process and universal agents to own customer outcomes
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Customer Service / Technical Support: 360°
customer service.
B2C perimeter, followed by B2B.
Launched in October 2024 with 70 FTEs to reach
400 FTEs
Targets: +90% of 5★ on Trustpilot

Kraken was successfully launched two years ago in our Konecta operations centre in South Africa for the UK market. Konecta has recently
launched operations in Morocco for the French market.
The knowledge, learning and best practice associated with Kraken has been formalised to support our Energy and Uti l i t ies customers in
transforming their customer operations, whilst support ing the upski l l ing of our teams,regardless of their geographical location.

Participation in the migration of the platform
in April 2023 with +60% of UK customers
migrated.

500 FTES.

Konecta is the only BPO operating on Kraken
worldwide.

N°1 in the rankings / Customer Service 5★.

Supported by our Universal Agent & Kraken experience

Konecta manages +33% of Octopus
Energy's end-to-end outsourced
customer service from Durban.

Launched with Plenitude in September
2024 in 4 countries: France (from
Morocco), Spain (Madrid), Portugal (Lisbon)
and Greece (Athens).
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Trust Pilot Reviews



Konecta/Kraken
training and
recrui tment
Philosophy



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

Ethics, Social Responsibility, Integrity,
Values

Empowerment, Autonomy, Kindness,
Psychological SafetyFREEDOM

HIGH
PERFORMANCE

TRUST

Culture & Behaviours



Skil ls Academy Journey and Onboarding

Your 4.2 weeks
onboarding covers the
cl ient environment and
the industry,providing
essential tools for
success

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

Core courses build
knowledge in four
hours,with
appl icat ion
expected.

Pro training covers
advanced topics and
in depth knowledge
and permsthat
prepares them to
take on the more
complex tasks

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

Onboarding Foundation

Master

Core

Pro

Phase 1:
Onboarding
Total HC : 20

Phase 2 :
Foundation
Total HC : 15

Phase 3:
Core
Total HC : 30

Phase 4 :
Pro
Total HC : 202 (unique) 274
Courses com pleted

Phase 5 :
Master
Total HC : 34

Phase 6 :
Site Lead
Total HC: 12

3 Months
Onboarding to
Foundation

Month 4 to month 5
Foundation to Core

From Month 9 onwards
Pro to Master

Month 6
Core to Pro
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The Konecta Octopus Skills Academy Journey (KOSA)

Skills Academy Core Team 4 FTEs

Foundation

Requires a great attitude,bril l iant
team contr ibut ion and tons of
personal accountabi l i ty for gett ing
things r ight for customers and the
team. This is basic but fundamental.
Must pass all foundation level Ed
App Courses

Being a Pro

Completing Pro in any of the Skil ls Academies
means being the f irst point of contact for their
team in a specif ic discipl ine.
You train/coach the team to be able to solve
complex issues. In turn building your team’s
skil l  sets. Sharing knowledge within team and
Family
Confidence in handling diff icult case topics

Being a Master
Completing the Master Skil l  Academies
means learning even further to upski l l
team,Family and Site. Use data to
understand hot-spots on your team.
You’ll elevate and support Pro’s with
escalat ions on your team with the
knowledge you’ve brought You’l l  work on
the support channels,part icipate in wider
operational projects with other sites

Training modules

Affordability Smart metering Vulnerability Industry RecruitmentBilling Complaints



Plan

Request to Recruit sent 30
days in advance

Define role,key
requirements & t imelines

Recruitment & selection process

Plan Attract Select Identify Hire Review

Building the right team for Octopus
Energy operations

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

● Clear job description reflecting the key
requirements of the posit ion to the candidates

●  Screen for empathetic and tech savvy profi les

● Priorit ise strong technical, innovative problem-
solving skills

● Look for candidates who have high passion for
Energy & uti l i t ies topics, digital technologies and
environmental fr iendly values

●  Understanding of cultural nuances

●  Great empathy and excellent motivational ski l ls

Konecta recruitment of Kraken calibre agents ?

We invite you to interview with Konecta

Attract
In-house recrui tment
teams embedded local ly

Market ing campaigns &
pop-up events in
communit ies

Internal referrals
( recommend-a- f r iend
program)

Select
20–30 min conversation:

Test candidate
commitment,drive &
ambi t ion

Cover admin details &
expectat ions (training,
holidays,salary,
at tendance)

Identify

Questions on drive,
adaptability,resilience,
high performance

Addit ional insights from
CVs,scorecards & Open
Day feedback

Hire

Prioritize candidates
passionate about energy,
green tech & sustainabil i ty

Ensure clarity in job
descriptions &
expectations

Review

Continuous monitoring:f i l l
rate,conversion,attrit ion,
churn & suitabi l i ty

Ongoing feedback loop to
refine process
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Whilst traditional BPO’s work on a
structure bui l t  around governance

against set KPI’s and targets with defined
roles and accountabil i ty ,  the Kraken

model works on an element of trust and
flexibil i ty, encouraging employees, to

take risks, m ake m istakes and ultim ately
put custom ers first. This can be seen as a

massive chal lenge for companies who
rely on a performance management

model to operate.

Adopting the Kraken
Culture

System and process
migrat ion

Transit ioning to a
Non-Based

commission model

The Kraken culture and operating model is unique and has a dist inct difference to the legacy operating model that most tradit ional BPO’s use. We have successful ly
adopted the Kraken Operating Model in our transit ion from Bulb Energy to Octopus Energy and the points below highlight some of the key challenges experienced as
wel l  as processes and changes made to overcome them.

• Due to Kraken being completely
unique from any other CRM used on
the market, it required a complete

reset of everything that agents had
previously learnt working on other
systems. The system required 2FA

and we init ial ly experienced a
number of issues around login

failures.

• In the init ial  stages we had a legacy
com m ission structure in place. This was
contradictory to the model adopted by

Kraken and we quickly realised why.The
com m ission based m odel resulted in

agents driving the KPI that would yield a
higher individual commission payout
ratha than focus on the col laborat ive

customer centric approach that Kraken
encourages tho Our peoplork because

we offer them a modern work
environment, we are in tune with their

passions. We encourage healthy or
art ist ic hobbies ay.

• Recruit ing the right people for the job,
agents with tradit ional experience in the
energy sector may not be the right f i t. 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 Pilot ratings

• Moved to a ski l ls based levy - which
promotes the Kraken way of working

• This programme focuses on
individuals improving their

knowledge, taking on more complex
cases, working as a team within a

member base and ult imately
focusing on customer services

• SME’s used to im prove speed to
competency on Kraken. Continuous

training whenever there were
Kraken system updates

• Invested in Fido keys which
simplif ied the authentication

process and enhanced security.
This helped reduce login failures

and improve the overall user
experience for agents.

The Solution

Challenges



Konecta
Tiger
Team/Plenit
ude



Strategic Operation Service
Partner for Plenitude
We have been working for Plenitude for more than 10 years in many
geographies. Since September 2024 for Plenitude France, Konecta has took in
charge the launch of the new operat ive model and plat form provided by
Kraken,helping Plenitude to migrate al l  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 also in Spain,Portugal and Greece;
We provide a mult i-countr ies support with dedicate operat ion for every single
country, ensuring high-qual i ty customer interact ions and operat ional
efficiency. We are an important partner of Plenitude also in Italy and in Spain
today.
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PLENITUDE

360
FTE,including all the four
countries (50%regards
France), scaling from 20
to 360 by 2026

4
Countries covered in
the Kraken Project +
Italy

90%+
Of 5✰ reviews on
Trustpilot as a key
objective



Our approach al lows a control led project del ivery and measurement

Transition Delivery Framework

Steady StateStabilisationDeliveryPlanningEnvisioning

Agree high level
project qual i ty and
success measures

Analyse and capture
business processes &
procedures

Project plan built
around object ive and
qual i ty measures
Understand and
manage r isk
Detailed project
requirements

Control and
governance central to
success
Continued “check and
balance of qual i ty and
project objectives

Project team heavily
focused towards
service delivery
Service quality
measurement

Handover takes place
once service quality is
inl ine with plan
Smooth and
control led transit ion
into operations

Steady State
Stabilisation

Delivery

Planning

Envisioning
Full requirements

capture and end goal
target

Careful planning centred
around qual i ty & object ive

control

Quality and control is key
to the success of the

project

Control led and smooth
handover

Focused approach towards
service speed to competency
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OUR CAPABILITIES : NEW SITE IMPLEMENTATION

Kraken implementation journey in Casablanca

2024

2025

Tiger Team set up
Durban & Casa

Ceo sponsorship
Project manager lead
Process and method
Training
Quality
Management

Project Team Set up

Roadmap
Roles
Instances

August

September

October

Training Leaders

Training all leaders on
kraken ops model and
growth model

October

Process Sharing

Durban Tiger Team
deployed in
Casablanca over a
period of 8 weeks for
knowledge sharing &
SMEsupport

November

Live Call Floor Assist

Presence on the floor
on assistance mode January

Implementation Check

Durban team Verification
of

- Basic skil ls
- Training process
- Kraken Academy

skill profiles
- Identif ication of Pro

and Expert skills
profile

- First Trust pilot
results analysis

- Graduat ion event

January

Skills Academy

Identif ication and
training agents
to  become
PRO (+6 months)

Experts (+12
months)



Charlene Naidoo
Operations Manager

11years in BPO.Experience in Sales and Customer
services around different t ime zones.
Senior Management and Data Management.
On the Kraken account for around 2 years
managing the Operat ions end- to-end

Responsibilities
● Analysisand reporting on KPIs such as Customer

satisfaction,FCRand service levels
●  Using customer insights to drive improvements

in service and customer experience by Reviewing
and optimizing contact center processes and
workflows to improve eff iciency and
effectiveness.

●  Implementat ion of new technologies and
systems to enhance service delivery.

● Preparing and presenting daily,weekly,and
monthly performance reports to key exec
members of the business.

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

Thuli Makhathini
Team Leader

7years in BPO.Worked as a sales and customer
services agent and moved on to TL.
Been in the role 4 years,coaching,supporting and
developing agents on Kraken

Responsibilities
● Ensure the delivery of great customer service by

using the customer experience feedback to identify
development areas

● Monitor live productivity and AHTusing the
dashboard

● Ensure the delivery of quality work by listening to
calls

● Managing complaints raised for customers and
ensuring complaints are responded to within a timely
manner

● Manage email response times to customers
● Monitor customers billing and statements are issued

correctly and timeously
● Coach and develop and conduct weekly 121's

Msizi Maseko
Trainer

7years in BPO. Mixture of Training,organisational
development and operat ions management ro les
support ing launch of new projects across al l
international geographics.Training different
workstreams over the past 5 years and ful ly
dedicated to the Kraken model

Responsibilities
● I 've been training Kraken for 1.5 years and the

Kraken training involves a run through of the
system and its features,where Iexplain the
different tabs and their functions.

●  The training also includes a practical element in
which the trainees have an opportunity to
interact with the system by responding to
customer queries to give them a feel of how to
use it.

●  Ialso conduct individual observations of the
trainees on their abi l i ty to navigate the system
and RAGthem accordingly.

●  Isupport the operation through continuous
improvement init iat ives such as evaluating
agent performance to pinpoint areas of
development,creating training interventions
such as upskill/ crosskill training,refresher
sessions.

Cherice Thanpersad
Team Leader

6 years in BPO.Experienced Team Leader,focusing
on monitoring frameworks,data analyt ics,quali ty
trends and insights.
Customer service expert,providing excellent
feedback to agents on a dai ly basis

Responsibilities
● Ensure the delivery of great customer service by

using the customer experience feedback to identify
development areas

● Monitor live productivity and AHTusing the
dashboard

● Ensure the delivery of quality work by listening to
calls

● Managing complaints raised for customers and
ensuring complaints are responded to within a timely
manner

● Manage email response times to customers
● Monitor customers billing and statements are issued

correctly and timeously
● Coach and develop and conduct weekly 121's

Konecta & Plenitude Capabil i ty Team- Trusted by Kraken to set up multi  site Kraken delivery to new clients including Plenitude
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Phase 1: On-site
(Pre Go-live)

Phase 2: On Site (Training in
progress)

Phase 3: On Site/ Remote
(Go Live)

● Train the Trainer workshops: In
preparation for Culture change
ahead of Plenitude transit ion with
Kraken team: Hosted with a team of
8 individuals:

● Introduction to Kraken culture:
session and activity

● Growth Mindset/ Customer
Happiness

● Facil itation feedback
● Project expectations Plenitude X

Kraken

● Konecta Durban X Morocco
process enhancement topics
Covered

● Recruitment
● Training
● Nesting (Floor Support form

created)
●  Side-by-side
● L&D Model & Reporting

●  Feedback approach adaptat ion for
al ignment wi th cul ture

● Reward & Recognition
●  Recommendations and support
● Facilitator Guide
●  Nesting management for Plenitude
● Kraken key principles
●  Effect ive team management

● Konecta Trainer sign off/ Teach
back: Observations & feedback
conducted on Growth Mindset with
Hamza/Imane and Radia

● Project Preparation

●  Ongoing remote support between
Durban X Morocco

● Review of Morocco X Durban
col laboration with plenitude-
Project learnings

● Client QBRwith both Morocco &
Durban team presence

● Skills Academy discussions and
rol lout planning

OUR CAPABILITIES : NEW SITE IMPLEMENTATION

Kraken & Konecta teams worked together to ensure the
implementation was a success

l.

Phase 4: Continuous
improvement

● Core training now being
rolled by trained ESto the
wider team

●  Masters & Champions now
support ing the UK teams
on Bill ing, Industry & Smart
Mterting

● Further entrenchment of
the culture with TLs going
through the LDPtraining to
ensure al ignment across
the model

● Cross site collaboration: SA
OMs visiting the UK sites to
further understand culture
& best pract ices that can
be mirrored



Old slides/appendix



Scalable & proven:Built for complex,
mul t i -market  operat ions

Custom er-centric by design:Experience
embedded into the plat form

Fast transformation:Accelerates digital
deployment  & t ime- to-va lue

Single view: Unified data, process &
customer journey

Built-in compliance:Proactive
governance across geographies

Seamless integration:Certified partners,
ful l  implementat ion ownership

Future-ready:Continuous innovation
with AI & co-creat ion

Trusted BPO partner:Operational
expertise across sectors & regions

Rapid activation:Local teams, global
reach,fast go-l ive

Sector focus:80+ clients in Energy & Telco

Scalable workforce:Multilingual, flexible,
mult i -s i te operat ions

Customer-focused execution: Frontline
teams driving satisfact ion & retention

Embedded change support: From
training to adopt ion

Resilient delivery:Proven continuity &
adaptabi l i ty

Konecta +Kraken -Powering the GTM( DRAFT)

270m
Customers
80 New clients
£x Billion
5,000 new jobs
etc…..

Suggestion JRM


