
BPOs: Start the CX  
EX Transformation
 here



1

 

Know your team
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Put together a game plan
Once you understand which behaviours the organization 
needs to promote or change in order to boost customer 
service performance, it’s important to understand how teams 
and individual agents can be motivated to adopt them. While 
some people enjoy competition and want to be the best, 
others may just want to be better than they were yesterday, 
or see their contributions measured and be recognised, 
individually or as a team. Self-Determination Theory (SDT), a 
macro theory of human motivation, recognises three 
conditions that support a person’s motivation: experiences of 
autonomy, competence, and relatedness. These are argued to 
foster the most volitional and high quality forms of 
motivation and engagement for activities, including 
enhanced performance, persistence, and creativity.

CX=EX
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Game mechanics in employee engagement can tap into these intrinsic and extrinsic motivations as a
means to improve not just quotas, but also collaboration, learning and onboarding — all of which
are potent drivers of customer satisfaction. With it you can:
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Multiple Workforces

BPO Corp - a global BPO with 1 800 customers and 300,000 agents serving more than a billion 
end- customers, is intent on maintaining its position at the forefront of customer service. The 
company decided to experiment with Datagamz, after recognising the intrinsic link between 
the Employee Experience and Customer Experience and wanting to leverage the power of 
analytics (which promotes insight into how to marry the two).

EX = CX: A Case Study in Capability Uplift across 

Analytics and the art of understanding

Starting with a small pilot run, BPO Corp and Datagamz surveyed the teams and used the 
Datagamz Analytics Platform to correlate and interrogate data from all the main contact centre 
systems - CRM’s, telephony, NPS, learning and knowledge management systems. The insights 
were interesting:



Creativity and empowerment

Level up!
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About Datagamz
Datagamz exists to radically improve the engagement and capability of contact centre teams by helping them 
connect better with each other and with customers. Using the power of analytics and game mechanics, the 
Datagamz platform delivers engagement solutions that drive performance and improve the customer experience. 

VIC 3065, Austral

We partner with industry leading customer experience vendors and have taken more 10,000 agents on the 
engagement journey since we were founded in 2017. For more information, visit us at www.datagamz.com

E:info@datagamz.com

Reach out to us

Address
Studio 4, Level 1,281 Brunswick Street, Fitzroy,

C:+61 39028 4015
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