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MEILGAARD

Manager, Customer Consultant

May 2021 - joined BEC

Previous role — Manager
IN BEC Customer Service

+10 years of leadership
experience

2007 - 2021
employment
iIN Novo Nordisk

Lives in Skaevinge
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April 2020 - joined BEC

Previous role — Manager
INn BEC service desk

+20 years of leadership
experience

2010 -2020
employment in Nets

Lives in Roskilde

SYS MORTENSEN

Manager, Service Transition & CSI
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WHAT DOES IT
MEAN TO US?  [L[| sl
WHAT IS OUR

ROLE IN THIS? |

customers

More facts - less feelings

\\/ﬂ MORE VALUE Total number of calls

— LESS EFFORT Average waiting time

Response rate

X Customer satisfaction
Faster —- more with less

Cause registration

Higher quality Misdirected calls

Lower cost o Tooltosupport proactive

Continuousimprovements approach

. o See, solve, share
Anchor andshare best practices

. vl :
Internal mobility o Optimized capacity planning

CULTURE,
Jffg MINDSET,
BEHAVIOR

Supporttimeto build
psychological safety

Invest and prioritize time to deliver
constructiveand timely feedback

Embracedifferent opinions

Calibration of team focus - what
can WE do?

Anchorand empower employees
to take ownership — exploit every
opportunityto celebrate success

It's Friday EVERY day! Make it
count




HOW DOES IT LINK TO
OUR DAILY WORK?
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DATA DRIVEN
APPROACH -
INSPIRATION

We should always know - never assume!
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WHY?

Because well being and having a reasonable workload is the least, we should expect!

WHAT?

The Life Balance Barometer is for continuous discussions on how we are doing

Even if we are objectively doing the same amount of work, we want to act, when
someone feels their workload is too heavy or their well being is worsening.

HOW?

Before the meeting, place your picture-token based on your well being & workload.
This helps your manager & colleagues to identify who needs their support.

We know your well being can be a very private matter. Therefore no one will ask to your
well-being during a meeting, as you may want to keep iton a manager check-in level.
The point is to accept and act. This can be a colleague reaching out or a manager asking
how they can help, after the meeting.

If you would rather not share at all, feel free to place yourself at a neutral center —and
only share what your workload is at.

THE
LIFE BALANCE
BAROMETER

Up

Down

Fine Need Peace




CONSCIOUS
CUSTOMER SERVICE

BREAK DOWN SILOS

CONSCIOUS MINDSET

FOSTER TEAM
CULTURE

ROLE MODELS

4.2 = 4.5/5

CUSTOMER SATISFACTION SCORE

$30%

PHONE CALLS

5:00=1:350 MIN

AVERAGE WAITING TIME PHONE

80% == 90%

RESPONSE RATE PHONE/TICKET??

+500 NEW

KNOWLEDGE ARTICLES

+20

IDEAS FOR IMPROVEMENTS






WHAT RESULTS NATURALLY FOLLOW WHEN WE
PRIORITIZE CULTURE, MINDSET AND BEHAVIOR

=

Accept It,
Park It,

Handle It!




DATA DRIVEN
APPROACH

EMPLOYEE
EMPOWERMENT

CONSCIOUS
MINDSET
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