
Preparatory tasks & introduction Leader's Growth Path, Leadership Profile, Customer Journey Exercise Online learning plarform Before 17/2/23 Homework

Get to know each other 09:00 09:45

ECCCL & LEVELX4: Roots, mission and curriculum 09:45 10:30

Introduction to Contact Center Operating  Model & CC Maturity  Inge Vissers (THoCC) 10:30 13:00

Lunch  13:00 14:00

LevelX4 toolbox David Gybels (THoCC) 14:00 15:00

Exercise Management Cockpit Inge Vissers & David Gybels (THoCC) 15:15 17:30

Presentation business case 2023 Sophie Van Brempt 17:30 18/00

Dinner & Overnight Stay 20:00 22:30

Workshop Leadership --> Insights Discovery Ron Meijer (THoCC) 08:30 12:30

Vision & Mission on Customer Service
Jan Smets (director customer care, 

bpost)
13:30 17:00

Applicable scientific findings related to leadership in customer contact 

organisations. 

Prof. Bart Dietz (Erasmus Rotterdam)
13:30 17:00 THoCC

 

Business Administration Workshop Business planning, budgetting, cost management Inge Vissers (THoCC) maandag 4 maart 2024 13:30 20:30 THoCC

Strategy - Customer Journey Workshop Customer Journey Mapping - BMW case Frederik Everaert (BMW Group) maandag 11 maart 2024 13:30 20:30 THoCC

 
Strategy - Customer Experience Workshop Customer Experience & Quality Dimitri Jambe (THoCC) maandag 18 maart 2024 13:30 20:30 THoCC

Deployment - Objectives & Business Activity MonitoringLeadership Workshop - Measurement  &  Management Cockpit Design Jan Smets (bpost) maandag 25 maart 2024 17:30 20:30 THoCC

Deployment - Make or Buy Workshop Strategic Sourcing Gaëtan Mondet (asUgo) maandag 15 april 2024 13:30 20:30 THoCC

SITE VISIT / TECH DAY
Getting an overview on the landscape of contact center tooling and the 

Teleperformance maandag 22 april 2024 14:30 19:00
Teleperformanc

e Belgium

Leading Change
Program & project management in Contact Centers / incl. leading change

Christophe Vandecaveye (Vintage PM) maandag 6 mei 2024 13:30 20:30 THoCC

People - HR Management Best practices in contact center HR maandag 13 mei 2024 13:30 20:30 THoCC

Information - Knowledge Management Knowledge Management Tinky Bart (TKC Digital) 13:30 20:30 THoCC

People - Workforce Mgt Workshop WFM Benno Schiffer (Strategies & Leaders) maandag 27 mei 2024 13:30 20:30

Deployment - BPM Workshop Business Process Management Wim Keppens (ProcesCube) 13:30 17:00

People - Culture Culture Christophe Degrez (Ngage 17:30 20:30

Managing a CC in a complex context SITE VISIT bpost Carla Van Acker (bpost) 13:00 17:00

Leadership - Convey your message Storytelling Jan Smets (bpost) 17u30 20u30

Strategy - Leadership & Related Research maandag 26 februari 2024
How can I be the most effective Contact Center Leader, based on my 

Insight Profile and the contact centers' strategic and operational 
THoCC

          Expert Class Contact Center Leadership, 19th edition 

David Gybels (THoCC)

Friday, February 23, 2024 Orshof

Saturday, February 24, 2024 Orshof

Ron Meijer (THoCC)

THoCC

bpost Sint-

Niklaas
maandag 10 juni 2024

17:30   20:30

THoCC

maandag 3 juni 2024



Information - Data
Workshop Data - (datamining vanuit het CC ter ondersteuning van 

operaties en marketing) 

TBD  (cf data-analyse CC's) & David 

Gybels (THoCC)
maandag 17 juni 2024 17:30 20:30 THoCC

Operations - E2E service Delivery Workshop E2E Service Delivery & Review CCOM Inge Vissers (THoCC) maandag 24 juni 2024 13:30 20:30 THoCC

Presentation Final Project Presenting the final work Inge Vissers, Jan Smets, David Gybels donderdag 19 september 2024 13:30 20:30 THoCC



################### #################### #################### ##################



################### ################### ###################maandag 15 april 2024



################## ################ ################# #################

Openingsweekend 26/2/2024 4/3/2024 11/3/2024 18/3/2024 25/3/2024



################# ################ ################# #################

25/3/2024 15/4/2024 22/4/2024 6/5/2024 13/5/2024 20/5/2024 27/5/2024 3/6/2024



################# ########################

10/6/2024 17/6/2024 24/6/2024



NR Onderwerp

1

2

3

4

5

6

7

8

9

10

11

12

13



Owner Contactpersoon Datum Status opmerking



Outcom, output, input



email GSM nummer

Jan Smets SMETS Jan <Jan.SMETS@bpost.be> +32 477 28 54 82

Prof. Bart Dietz Bart Dietz <bdietz@rsm.nl> +31 6 28784849

Prof. dr Daan van Knippenberg Check Davd (contact via Bart?) NA

dr Erik Waltré, SE Check Davd (contact via Bart?) NA

PhD Begüm Bilgin, TR Check Davd (contact via Bart?) NA

Johan Schockaert Johan Schockaert <johan@data-synergy.be> 32495575158

Sare Vanvinckenroye Check via Johan (geen gegevens) NA

Frederik Everaert frederik_everaert@hotmail.com +32 476 52 04 84

Christophe Vandecaveye christophevdc@vintagepm.be 32495583035

Gaëtan Mondet g.mondet@asugoconsulting.com 32477596888

Delphine Raese Wachten

Christophe Degrez christophe_degrez@yahoo.com +32 485 88 13 73

Benno Schiffer Benno.schiffer@gmail.com 32497506620

Tinky Bart tinky.bart@tkcdigital.com NA



Beste eerst via mail of sms

Check of dit het juiste emailadres is


