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One Enreach

Why it exists, what it involves, and what it means
to customers

Steve Pit, Chief Operating Officer, Through the acquisitions we have carried out during
describes what One Enreach is, why it the past few years we have added considerable

exists. what it involves. and what it means expertise and technologies to Enreach. Using this
’ ’ experience, | like to think we have become excellent

to customers. Steve brings extensive at quickly onboarding each acquisition by following
experience in operations at senior level a detailed 100-day plan that covers all the basics of
for over 20 years. Today’ he is a member the initial integration steps. Now we are entering a

phase where we aim to maximise the capabilities in

of Enreach’s executive board, based out ) ; ;
our group, taking our integration to a new level. We

?f the N.etherlands_ but responsible for achieve this by smoothly bringing together all the key
integrating operations across all parts elements of our organisations: from brand to systems,
of the group. to operations, through to the user experience and

interfaces we offer to our customers across Europe.

We also want to make sure that everyone within
Enreach knows they are part of a growing and
ambitious group doing something new and exciting
in the market. And we would like to demonstrate
to customers that we will give them best of what
Enreach has to offer, accelerating innovation and
supporting them across Europe as One Enreach.
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ONE ENREACH
EXPLAINED

One Enreach is a holistic program to utilise
and integrate all our strengths within
Enreach across all countries rather than
replicating them individually. It covers the
whole organisation and will maximise the
potential of our skills, technologies and
operational efficiencies. | often tell people
that we are a borderless organisation working
as virtual teams and it doesn’t matter if
someone is based in the Netherlands, Spain,
France, Finland or another location. We are
working towards the same goal, with the
same way of working.

Through our new unified platform, which has been
designed for rapid development, we integrate new
technologies or features and roll them out across the
regions quickly, smoothly and consistently.

One Enreach also aims to establish the same
behavioural culture across the group, retaining our
entrepreneurial spirit and empowering our people.
Rebranding is also part of One Enreach, helping
everyone feel part of the same family while also
presenting a consistent external identity.
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ONE ENREACH
IN ACTION

I’d like to share with you customer support
as an example of One Enreach in action.
We have 60 different languages in Europe
and customers have all kinds of questions.
What matters to them is getting support

as quickly as possible in their language,

so do not plan to centralise where support
agents are based. Instead, we are keeping
local support and ensuring that if the query
requires more technical assistance - such as
the development team - there is an efficient
group-level support function to make that
happen fast and efficiently.

On the product level, our Spanish team has built a
fantastic inbound customer contact centre solution,
which we have added to our group platform, available
to deploy to all the regions. To achieve this the
development and product management teams work
as one. It’s an excellent example of where people have
come from or where they are located not being the
most important factors. Instead, we find ways to
utilise their skills and develop the existing technologies
with everybody is working towards a cohesive
product roadmap.
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In terms of creating one collective culture, several
programs and initiatives are already in place. Enreach
has chosen for Holacracy as its way of working and
organising the company. It's a methodology of so
called ‘distributed authority’, which empowers people
to take ownership and lead. Everybody is invited

to share ‘tensions’, opportunities and proposals,

so all feel they can contribute. In this way we learn
continuously and change happens in an agile way.
This is well underway and we expect to have this fully
implemented by the end of the 2022.

Apart from the examples I've already mentioned, we
are rolling out our Software-as-a-Service product
Enreach Contact across our European markets this
year, both for customers and our employees. All
regions will be clearly branded as part of the Enreach
family. Our integration across marketing and brand,
finance and legal, quality and security operations,
customer operations and more are all well underway.
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