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Core business activities
Unique combination of expertise



TO BE YOUR 
BEST PARTNER,
we are digital designers

We offer personalised cross-business line solutions,
combining state-of-the-art technologies & services with 
financing.

Independence from:
• hardware manufacturers
• telecom carriers
• software vendors
• banks

Wide range of 
technologies:
• smartphones
• tablets
• large-format monitors
• touch-screen kiosks
• connected and 

smart devices, 
etc

Vertical industry 
specialists:
• healthcare
• retail
• education
• manufacturing



Understanding 
of the
requirements
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Understanding of the requirements
Goal & objectives

NBB’s goal

Econocom’s objectives

• Best possible digital workplace
• Quality of service
• Improved end-user experience & satisfaction

• High focus on customer satisfaction
• Provisioning of adequate devices and excellent 

services to end-users
• Flexible financing model

• As-a-Service
• Pay-per-use method

• Evolving partnership
• Proactive advice regarding technology updates
• Continuous improvement of the quality of service
• TCO improvement initiatives
• Innovations

• Integration with NBB’s organization and processes



Understanding of the requirements
Value proposition

1. A real “end-to-end” and in-house service

Service 

Desk

IT Desk

(Kiosk)

Local

Support

Computer

Equipment

Printing Mobile 

Users

Meeting

Rooms

Software

Mgt

       
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Digital 
user

SOLUTIONS OVERVIEW – A MODULAR APPROACH

Financing

Maintenance

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk

Solution Design
Matching our portfolio

+

+ Our differentiation in our services:
▪ A modular approach
▪ Swap device 
▪ On-site or zero-touch
▪ Pay per use
▪ One stop shopping

Our differentiation in our high 
added value: 

▪ Business continuity
▪ Improve productivity 
▪ Improve the satisfaction of end-

users 
▪ Maximize business impact

Security



Digital 
user

SOLUTIONS OVERVIEW – A MODULAR APPROACH

Financing

Security

Maintenance

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk

Hardware consultancy
▪ Type of hardware
▪ Refresh lifecycle

Market trends plan devices
▪ CYOD, COPE, Plan Cafeteria
▪ Interactions between plans
▪ Outsource device mgmt.

Online platform ordering
▪ Processes flows
▪ Order validation
▪ Bundles
▪ Related products
▪ Controls

+

+

+

Solution Design
Matching our portfolio



Digital 
user

SOLUTIONS OVERVIEW – A MODULAR APPROACH

Financing

Security

Maintenance

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk

+

+

+

Standard Ordering
• One entry point
• Clear equipment and service 

catalogue

Online platform
• Dedicated e-business tool
• Profiling showing the right set of 

device to each employee 
persona

• International shipping
• Level +1 validation if needed
• Order email confirmation
• Right management

Types of procurement
• CYOD
• Plan Cafeteria
• Plan PC Privé
• Device and services Sourcing

Solution Design
Matching our portfolio



Digital 
user

SOLUTIONS OVERVIEW – A MODULAR APPROACH

Financing

Security

Maintenance

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk +

+ Buffer stock (new order)
▪ minimum levels
▪ automated re-order

Swap stock (repair transaction)
• new and repaired devices
• limited qty
• ownership customer

Box Customization
• Welcome letter
• Insert sim card,
• Configuration
• Personalization
• Engraving
• Labelling

Device Customization
• Configuration
• Personalization
• MDM Enrolment
• Apple DEP, Samsung Enrol

+

+

Solution Design
Matching our portfolio



Digital 
user

SOLUTIONS OVERVIEW – A MODULAR APPROACH

Financing

Security

Maintenance

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk

HomeOffice

+

+ Roll-Out
▪ Renewal roll-out
▪ Deployments new comers

Moves, Adds & Changes (MAC)
▪ On-site intervention

Solution Design
Matching our portfolio



Digital 
user

SOLUTIONS OVERVIEW – A MODULAR APPROACH

Financing

Security

Maintenance

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk

Swap stock (repair 
transaction)

• new and repaired devices
• limited qty
• ownership customer

Mobile: Accidental damage
• broken screen
• broken screen protection

Mobile: lost and stolen
• Non return

+

+

+

Solution Design
Matching our portfolio



Digital 
user

SOLUTIONS OVERVIEW – A MODULAR APPROACH

Financing

Security

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk

Asset Mgmt. & Recycling
• Leaver process
• Newcomers
• Moves
• End-Of-Life treatment

+

Solution Design
Matching our portfolio



Digital 
user

SOLUTIONS OVERVIEW – A MODULAR APPROACH

Financing

Security

Maintenance

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk

+ Apps, Data & Device
• Enroll
• Provisioning
• Manage & Protect
• Retire

+ Technologies
• Microsoft
• Citrix
• Awingu
• Apple
• Nexthink
• Liquit
• Lookout
• Netskope

+ Workplace Infrastructure
• Build
• Operations & Mgmt
• Support

Solution Design
Matching our portfolio



Digital 
user

Financing

Security

Maintenance

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk

Security:
▪ Endpoint Security 

Management
▪ Authorization Management
▪ Permission & Access 

Management
▪ Digital Rights Management
▪ Multifactor Authentication
▪ Identity-as-a-Service
▪ BYOD

+

Solution Design
Matching our portfolio



Digital 
user

Financing

Security

Maintenance

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk

• Delivery Models
• Dedicated On-Shore (intra-muros) 

• Dedicated European and/or Near-shore

• Shared European and/or Near-shore

• Support Levels
• Catch & Dispatch

• Level 1 Office support & Application 
support

• Level 2 Office support

• Level 3 Workplace  & Infrastructure  
support

• Infrastructure Monitoring, Operations & 
Administrations

Zaventem

Grenoble

Madrid
200 AGENTS
850.000 CALLS

40 AGENTS
230.000 CALLS

150 AGENTS
800.000 CALLS

200 AGENTS
850.000 CALLS

Rabat

Solution Design
Matching our portfolio



Digital 
user

Financing

Security

Maintenance

Asset Management & 
Recycling

Staging

Installation

Delivery

Sourcing

Storage

Advice

Workplace 
& Mobility

Services

Service Desk

+ Finance As A Service

• Classic Lease
• Sale & Lease Back
• Roll Out Facility
• Technology Refresh Option

Solution Design
Matching our portfolio



Device 
selection
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HP Probook

Productivity and longevity

Versatile printing options

Effortless collaboration

Designed for a docking station



Stock management

Leavers
New 

request

Service 

Now

Local NBB

Econocom

Repair 

request



Leasing
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Leasing

-new request: Fair 
market Value for 

certain categories 
of assets :

Communication Device

GSM (iPhone) 1876

Peripheral

PC Screen (>42'') 3

Smart Board Screen 21

TV Screen 20

Tele/Video conferencing 40

Workstation

Desktop 1150

Laptop 2374

Tablet 245

MINIMUM TOTAL OF FAIR 

MARKET VALUE
5.729



Leasing

- For mobile devices (smartphones and tablets) : 1 % of the 
initial devices is allowed not to be returned at the end of the 
Initial Duration (losses, theft)

-new request: Fair market Value for certain categories of 
assets and split of the proceeds on an open-book principle.



Services
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Solution Design
Intra Muros (Year 1)

NBB 1 & 2
Intra Muros

NBB 
locations

Service Desk

Local Support & IMAC

IT Desk

Smart Locker

Warehouse &
Logistic Mgmt.

Sourcing services Repair Services

QoS & 
Improvements

Service
Management

Tariff Plan  
Management

Knowledge 
Mgmt.

Change Mgmt.

SERVICE MANAGEMENT
GOVERNANCE

Recruitment

Backup Pool

Training

SUPPORTING FUNCTIONS

Financial Mgmt

Health & Well-being

Center of Excellence

Packaging Factory

Service Desk Ops 
Mgmt.

Shared Service
Activity Intra Muros



Solution Design
Operational Service Components

Catch & Dispatch + Service Desk L1 

On Desk support & IMAC

IT Desk

Warehouse , Asset & Lifecycle Mgmt.

Software Packaging & Demand mgtm

Tariff Plan & MDM Mgmt.

Advice & Sourcing services

Knowledge Mgmt.

Service Desk L2/3 

Repair services

Infrastructure
& Design

Network
& Design

Security

ITIL processes

Service Mgmt.

VIP Support

Communication 

OS image design

What Econocom will do for you What NBB will keep doing



Centre of
Excellence
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Knowledge Articles
& Knowledge sharingChatbot

Center of
Excellence

Shift to the left

Gain visibility on the experience status

Combine hard metrics with user sentiment

Benchmark with other organisations

Understand were and how to improve

Reduce TCO, enhance productivity, improve security

Set basis for eXperience Level Agreements

Current reach of the 
combined services

Future reach of the 
combined service center

SHIFT TO LEFT APPROACH
ADVANTAGES OF SHIFTING TO LEFT



USER INITIATED
INCIDENTS 

L1 Service Desk

L2 Support

L3 Support

L-2 Proactive Mass Healing

L0 Guided Self Service

L-1 Targeted Self Healing

ENABLED USERS : ELIMINATE INCIDENTS
SELF HEALING DEVICES : ELIMINATE 
PROBLEMS

MULTI CHANNEL AUTOMATION

PROACTIVELY 
IDENTIFIED
INCIDENTS 

COMPLETE VISIBILITY & ABILITY TO BASELINE
REAL-TIME USER  EXPERIENCE
IMPROVE STANDARDIZATION 

PROACTIVE USER EXPERIENCE MANAGAGEMENT

IMPROVE SUPPORT TEAM  EFFICIENCY

REACTIVE SUPPORT MANAGEMENT TO PROACTIVE SERVICE DELIVERY 

SHIFT TO LEFT TIERING
PROPOSED SOLUTIONS

COSTBENEFIT

ANALYTICS

ACT

ENGAGE

INTEGRATE

ENHANCED



CURRENT TOP CALL DRIVER INCIDENTS INCIDENTS THAT CAN POTENTIALLY BECOME TOP CALL DRIVERS

PROACTIVE INCIDENT ELIMINATION 

Proactively Identify the Issue

Alert the respective Team

Advanced Troubleshooting & Fix

Automate resolution for future occurrence

REACTIVE  INCIDENT OPTIMIZATION

Identify Top Call Drivers

Validate corresponding solutions of Top Call drivers

Automate resolution

Automate resolution for future occurrence

REDUCE THE AGEING OF INCIDENTS DRASTICALLY 
IMPACT ON PROACTIVE MANAGEMENT OF ISSUES

STANDARDIZATION 

Enterprise Wide  Standard Operating Environment parameters monitoring

Compliance Threshold Monitoring

Critical EUC related IT Agent Software/Services Monitoring



THE DIGITAL EXPERIENCE
MANAGING YOUR WORKPLACE

Rating the ability of an 
employee to get things done 
by interacting with the IT 
environment in a safe and 
enjoyable manner

• Aggregates the key drivers of employee 
experience

• Combines Hard Metrics & User Sentiment

• Offers visibility from executive dashboard 
through operational detail to individual user 
& device

• Supports Industry Benchmarking



Administrator

Gathering information
Provides content to Governance
Investigates

Information Broker

Infrastructure Mgmt

Incident/
Problem Mgr

Asset Mgr

Applications

Security Officer

CONSUMERS

XLA Managers

Consults Dashboards

Dashboard

Finder

The 
consumer

defines
the

baseline

Service Owner
CSIP Mgr

Service Desk

Change Mgmt/
Project Team(s)

SDM

Demand for info

Delivery of info

CENTER OF EXCELLENCE

Consults Dashboards

CENTER OF EXCELLENCE
SERVICE MODEL



oversee the 
quality of the 

entire workspace 
estate

find the likely 
cause of an 

issue in the IT 
chain right 

away

advise your end 
user about 

using new IT 
services

execute 
automated & 

tested resolutions 
from theL1 SD

the worst 
performing 
applications 

overall

follow the progress of 
major migrations 

topdown and in all 
details

CENTER OF EXCELLENCE
DASHBOARDS



Service
Management
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Solution Design
Governance

Integrity

Dedication

Respect

Authenticity

Entrepreneurial

skills

COMMUNICATION

Talk about possibilities

Positive approach

EMPOWERMENT

Act upon promises

Empowered delegation

AMBASSADOR

I’m an Econocom and

NBB example

FUN

Enjoy the journey

Cooperation is key

CRAFTMANSHIP

Innovation

Consultancy role



Solution Design
Governance



Solution Design
Governance
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