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2"d largest provider of customer engagement services

s
{ \m ‘ We provide services in 10 key verticals,
with focus on

that are critical for clients
every day:

evenue

A Consumer Electronics
A Energy & Public Sector

A Insurance
A Media & Communications

A Travel, Transportation & Tourism
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We are on course to be
the greatest customer
engagement services
company in the world,
rich in diversity and talent
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1. Project Background & Purpose

1.01 Organizational Approach to Project Planning
1.02 Project Identification Process (General)

1.03 Project Selection Process (General)

1.04 Project Selection (Specific)

1.05 Project Goals and Benefits

1.06 Success Measure/Criteria Identified

This material is confidential and proprietary to Concentrix. No part of it may
otherwise be used, disclosed, circulated, quoted, or reproduced by any other
person or for any other purpose without prior written approval from Concentrix. If
you are not the intended recipient of this material, you are hereby notified that
such use, disclosure, circulation, quotation, or reproduction is strictly prohibited
and may be unlawful
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INDEXO Frequently Used Terms & Abbreviations

CNX; Concentrix Pvt. Ltd.

BPQ¢ Business Process Outsourcing
RnP¢ Reward & Penalty

VOC Voice of Client

MLOTT¢ Money Left On The Table
Ol¢ Operating Income

DMAICc, Define¢ Measureq Analyzeg Improveg Control
DMAD\(, Define¢ Measureq Analyzeg Designg Verify
BG\ Back Ground Verification (Account type)

NVA¢ Non Value Add

VA- Value Add

IT- Information Technology

NSD¢ No Surprise Dashboard KPI- Key Performance Indicators

E2E AssessmegtEndto-End Assessment TQBQ- Top QuartileBottom Quartile

CRM- Customer Service Accounts (Customer Service) A S.M.A.R.F.SpecifieMeasurableAchievableRealistieTimely

T To T I T To o Io

IV - Industry Vertical A SIPOG Supplierinput-ProcessOutput-Customer
LOB¢ Line of Business A CTQ Critical To Quality

DPE; Delivery Project Executive / Operations Lead A ARMI- ApproverResourceMemberInterested Party
DEc Delivery Excellence A SME- Subject Matter Expert

PRR; Positive Response Rate A AOD- Absent on Duty

NRR; Negative Response Rate A MRR Report Client Metric Report

HMDGl 26 Qa4 aé& S5NRARJAY I o/ dza (A2 MSD-NIedsdmiSnNBySeyn @ Balysis

FMEA Failure Mode Effect Analysis A WFM- Work Force Management

RCA; Root Cause Analysis A CSA Customer Service Associate

PDCA; Planc Doc Checkg Act A MKT- Members Knowledge Test

<
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1.01 Organizational Approach to Project Planning

Organization Goals

Organization Goals

Innovator & Preferred

. ; Promotor - Client VoC Revenue Optimization
Business Partner

R&P Optimization

Strategy Goal

A Improved Efficiency
A Being preferred business A~ Optimum Utilization
i A Positive Client VoC A ZERO MLOTT I\ e
Ir:movation 9 A Fulfilment of Customer Opportunity A Reward Amplification A 0I% Enhancement
R et Seer iEks Needs A Advance the revenue by [NV IPANleR=I0EN W A Market Opportunities
A Promotor VoC Score Optimization of MLOTT A Technology Spread
promoter category A Revenue & Income
Growth
VoCg Voice of Client
MLOTTG Money Left On The Table
Ol ¢ Operating Income
G
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1.01 Organizational Approach to Project Planning

Project Planning Methodologies

NSD Review
Monthly Report of Biz Review
Strategy Meet N'S DNofBurprise 40
Inputs from Annual ~_Dashboardo received i :
Strategy Meet 7~ R&P Metric eriodic bus Client VoC
Projects on Key Selection reviews A Half-yearly Survey
th/Biz Goals of - Score
A VoC from Key Business
A Ideation Process Project Selection Methods Partners
through Account
Innovation Council
A Idea Feasibility &
Impact Study

End-to-End Assessment
A E2E account assessment of
Top/Critical Account
Project Opportunities
A Review of MLOT Identification basis
Report & project Effectiveness & Efficiencies
metric selection| Improvement

Various methodologies to identify the project
opportunities taken into consideration in project
planning stage (of course, inline with

organization goal) VoC i Voice of Client
E2E Assessment i End to End Assessment
# MLOTT i Money Left On The Table

NSD i No Surprise Dashboard
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1.02 Project Identification Process (General)

Quantification, Impact & Timeframe of the Project Oppaodtih&yExpected
Result
e o ", \

Project
Timeframe

22
.

Problem/Opportunity

Identification & \
Quantification
Objective
o X / Expected| A
Results
Similar Initiatives and/or Best
Practices Implemented *
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1.02 Project Identification Process (General)

Quantification, Impact & Timeframe of the Project OppodtlingyExpected

Result
. A Problem/Opportunity Identification i A The objective and/or expected results i
A good project is with a significant To reflect on what to achieve and how. To be
, Wl ~2 .| problem/opportunity definition. It is important realistic & itodos recol
to identify the problem for customer, client targets
- and/or business.
N ] A Evidence and/or data to support A Key Stakehol der 6s Ap
| identified problem 1 Value i
Research of data & evidence through To know right stakeholders for support, probe-
'_E_%I statistics, survey results, pervious reports idea-clarification & approval on problem. Also,
=—| etc.. Also, the validation of problem extent. evaluate the value to business.
A Similar Initiatives and/or Best Practices A Project Timeframe i
Implemented i To determine the time to reach the
é ? [; This helps to learn from previous lessons & established objectives. Also, the lead time for
challenges. Also, get new ideas to improve kickstart & coordination with various
project design. stakeholders involved.
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