


INTRO.
As BPO companies navigate the evolving 
landscape of technology, client demands, 
and administrative roadblocks, managing 
organizational change is aramount. To support 
our recent article Navigating Change 
Management with People First, DATAMARK 
surveyed to our network of clients, prospects, 
and contacts to gauge acceptance of change 
management initiatives in BPO related industries.

IMPORTANCE OF CHANGE 
MANAGEMENT IN BPO
Change management in BPO involves implementing 
specific processes and strategies that guide employees, teams, 
clients, and stakeholders from existing methods to more efficient 
practices. Key areas impacted by change management include 
operational efficiency, client and stakeholder relationships, internal 
processes, profitability, and customer satisfaction.



MAJOR COMPONENTS OF EFFECTIVE 
CHANGE MANAGEMENT

Involving Clients & Stakeholders Early
The survey showed that one of the most critical lessons 
learned from past change initiatives is the importance 
of involving clients and stakeholders early in the 
process. According to our recent survey, 60% of 
participants emphasized that early involvement of 
clients and stakeholders is vital for the success of 
change initiatives.

Enhancing Relationships with 
Employees & Stakeholders

Improving relationships with employees and stakeholders is another 
crucial aspect of change management. The survey revealed that 58% 
of participants believe increasing transparency and communication is 

the best way to improve these relationships.

Key strategies include regularly updating employees and stakeholders 
about the progress and impact of change initiatives, creating open 

channels for feedback, and involving employees in the decision-
making process lead to greater customer and client 
satisfaction. Aligning employees and stakeholders in 

the decision-making process through town halls or 
roundtable discussions can ensure all parties can 

maneuver upcoming organizational change. 

DATAMARK strives to ensure transparent 
communication with clients and stakeholders, 

and by involving employees through every step 
of the change management process.



Streamlining Internal 
Processes

According to 75% of survey 
participants, streamlining processes 

is the optimal result of implementing 
change initiatives. Streamlining internal 

processes is essential for growth and 
development of any BPO. Leveraging 
automation to reduce non-value tasks 

and the steps needed to implement 
these changes, whether it be a new service 
desk solution, a new standardized platform, 

or a new protocol, is crucial. Enabling action by 
removing barriers aligns with John Kotter’s 8 Steps for 

Leading Change, modern framework for change management that 
emphasizes the importance of streamlining internal processes.

Dedicated Internal Support
The survey found that 85% of participants 
indicated that implementing a 
dedicated support team would benefit 
their organization’s ability to adapt 
to changes. The support team’s 
responsibilities include providing training 
and resources to employees, monitoring 
the progress of change initiatives and 
offering technical and emotional support to 
ensure a positive transition experience.



IMPACT OF CHANGE MANAGEMENT 
ON BUSINESS OUTCOMES

Profitability
When considering the effective change management has a direct 
impact on profitability, the survey results 
showed that 41% of participants found 
recent change initiatives to be somewhat 
profitable. Another 41% reported that 
the changes were very profitable, while 
16% observed no change in profitability, 
showing a strong correlation between 
successful change management and 
profitability. There is a greater likelihood 
that an upcoming change initiative will 
be implemented if the case for change is 
cost-effective in nature.

Customer Satisfaction
Lastly, the survey revealed that 83% of participants noted increased 

customer satisfaction following recent change initiatives, with 8% 
reporting a significant increase. However, 8% observed 

a decrease in customer satisfaction. The data shows 
that customer satisfaction has been positively 
impacted by most of the change initiatives 

implemented, with only 
a few outliers.

Significant



THE BOTTOM LINE?
Effective change management is essential for BPO companies 
to navigate the complexities of today’s business environment. By 
involving clients and stakeholders, enhancing transparency and 
communication, streamlining internal processes, and providing 
dedicated internal support, BPO organizations can significantly 
improve operational efficiency, profitability, and customer satisfaction.

Contact us at datamark.net for a no-cost change 
management risk analysis.




