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Are workplace transformation 
investments really delivering a 
return? 

Although an organization’s employees, as users of its systems, influence the behavior and attitudes 
of customers, digital transformation has historically focused only on customer experience. In 2022 
Omdia, on behalf of Verizon, surveyed 1,128 global businesses to understand their strategic goals, 
investment priorities, and the impact on both employee and customer experiences. 

Organizations have accelerated efforts to improve collaboration, enhance customer engagement, 
and develop a more modern, mobile, and digitally enabled workplace in response to the global 
pandemic. The ROI (return on investment) for this workplace transformation strategy is at risk if 
businesses fail to understand the needs of their employees, customers, and the business. 

Given the significant funds that organizations allocate to workplace transformation technology, it is 
critically important to understand how buying decisions, accountability, and barriers to success are 
related in order to maximize the ROI. 

Transformative strategies touch and affect all areas of an organization. However, although these are 
key organizational initiatives, a staggering 40% of IT departments unilaterally determine the needs of 
a business’s communication and collaboration solution (see Figure 1). Furthermore, only 21% of 
organizations have a dedicated team that is accountable for measuring customer experience (see 
Figure 2), which highlights the disconnect between purchase decision makers, user needs, and 
customer expectations. 
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Figure 1: How does your organization procure communication and collaboration solutions? 

  

Source: Omdia 

Figure 2: Which department is responsible for measuring customer experience at your 
organization? 

  

Source: Omdia 
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When businesses undertake strategic initiatives without adequate consultation and accountability 
between departments, it can lead to confusion; wasted time, money, and effort; a solution that is 
not fit for purpose; and ultimately, failure. 

What is getting in the way of maximizing ROI? 
The survey found that users felt a lack of in-house IT skills (26%) was the top barrier to successful 
outcomes with current communication and collaboration solutions (see Figure 3). IT’s view of the 
top barriers to successful outcomes were high costs (28%), a lack of budget (24%), or a lack of IT 
infrastructure (23%). The survey also revealed that users found communication and collaboration 
solutions difficult to use (23%) or that end-user training was lacking (22%). 

These various conflicting barriers in both user and IT roles suggest that organizations need a more 
democratic approach to communication and collaboration procurement to understand how 
technology aligns with employees’ needs. Indeed, if investment priorities are not aligned with the 
employee experience (EX), this impedes productivity, user adoption, and a subsequent ROI. 

Figure 3: What are the biggest barriers to achieving successful outcomes with your current 
communication and collaboration solutions? (user/employee responses) 

  

Source: Omdia 
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What are the issues that affect customer 
experience? 
Our survey showed a similar story with contact center technology: 37% of IT departments make a 
unilateral buying decision (see Figure 4). As previously stated, if investment priorities are not 
aligned—in this specific case with customer experience (CX)—agent productivity, adoption, and 
subsequent ROI are all impeded. 

Figure 4: How does your organization procure contact center solutions? (user/employee 
responses) 

 

Source: Omdia 

Further exploration revealed that numerous contact center employees perceived engagement 
barriers to successful CX, including a lack of budget, lack of in-house skills, lack of agent training, and 
separate platforms for customer contact solutions (see Figure 5). 

The lack of a single source of CX ownership (see Figure 2), poor perceived investment in agents, and 
a lack of collaboration with other business units indicate that many businesses do not have a 
comprehensive CX initiative. The impact of a negative CX can sweep through any organization and 
hurt a company’s bottom line. 

Omdia believes having a dedicated customer experience program, a single point of ownership, and a 
more synergistic approach to contact center procurement results in better CX outcomes, a better 
ROI, and more engaged contact center agents. 
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Figure 5: What are the biggest barriers to achieving successful outcomes with your current CX and 
contact center tools? (user/employee responses) 

 

Source: Omdia 
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It is not easy to demonstrate the value of a solution if business outcomes are not defined. When 
Omdia asked what the top strategic goals were for communication and collaboration, the top three 
answers were improving employee productivity, operational efficiency, and cost reduction (see 
Figure 6). Such important goals require a cross-organizational approach to define objectives and 
measure results. 

The first two strategic goals are closely linked. To become operationally efficient, organizations must 
empower their workers with technology that can enable them to improve productivity and eliminate 
communication barriers. Through the effective use of technology, the time employees spend on 
tasks can be minimized and efficiency improved. 
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Figure 6: What are your organization’s top strategic communication and collaboration goals? 

 

Source: Omdia 

Keeping existing customers is usually cheaper than acquiring new ones. Our survey shows that 
improving CX, increasing customer and employee satisfaction, and building customer relationships 
are the primary strategic goals for contact centers (41%) and can help reduce customer retention 
costs (see Figure 7). 
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Figure 7: What are your organization’s top strategic contact center goals? 

 

Source: Omdia 

However, these top strategic goals (in addition to engaging with customers via their preferred 
channels, automating interactions, and enhancing agent productivity) depend on the correct 
technology selection. This selection should not be made in isolation, because the wrong choice, 
made for the wrong reasons, by the wrong stakeholders will cost the business money, time, and 
more importantly, customers. 

How do you measure ROI? 
ROI for technology investments is typically quantitative (the amount saved or realized minus the 
purchase cost), but qualitative judgments are equally important and often overlooked. Too often, 
technology investments are defined as projects, and discussions focus primarily on features and 
functionalities, not on strategic goals. A balanced business scorecard helps to map an organization’s 
strategic goals to organizational performance measures (see Figure 8). 
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Figure 8: Balanced business scorecard example 

 

Source: Omdia 

It is critically important to create the right digital experiences for employees and customers and align 
them to business goals rather than just focus on the technology that enables employee/customer 
interaction. Such an approach requires stakeholder involvement across the organization and metrics 
to measure the value of strategic investments. Only then will organizations be able to maximize the 
value of workplace transformation initiatives. 

Finally, workplace transformation is not just a technology decision. Organizations should consider an 
experienced partner that provides services such as consultation, needs analysis, design, and 
implementation capabilities, and training. Such services help identify potential barriers to successful 
workplace transformation initiatives, maximize a return on value, and reduce friction within the 
business. 
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Appendix 

 

Methodology 

Omdia surveyed 1,128 global business decision makers, IT decision makers, and users/employees to understand their 

approach to: 

• The employee experience 

• Where employees work 

• Strategic goals for both the employee and customer experience 

• Investments in technologies and solutions to make employees engaged, productive, and able to effectively service 
their customers (including barriers to successfully utilizing these technologies and solutions) 

 

Further reading 

Verizon Future of Work Thought Leadership Paper 

  
Author 

Tim Banting 

Practice Lead, Future of Work Practice 

customersuccess@omdia.com 

  

 
 

    

 

https://www.verizon.com/business/resources/new-workplace/future-of-work-thought-leadership/
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Get in touch  Omdia consulting 

www.omdia.com 

customersuccess@omdia.com 

 

 

 

 

 

 Omdia is a market-leading data, research, and consulting business 

focused on helping digital service providers, technology companies, and 

enterprise decision makers thrive in the connected digital economy. 

Through our global base of analysts, we offer expert analysis and strategic 

insight across the IT, telecoms, and media industries. 

We create business advantage for our customers by providing actionable 

insight to support business planning, product development, and go-to-

market initiatives. 

Our unique combination of authoritative data, market analysis, and 

vertical industry expertise is designed to empower decision-making, 

helping our clients profit from new technologies and capitalize on 

evolving business models. 

Omdia is part of Informa Tech, a B2B information services business 

serving the technology, media, and telecoms sector. The Informa group is 

listed on the London Stock Exchange. 

We hope that this analysis will help you make informed and imaginative 

business decisions. If you have further requirements, Omdia’s consulting 

team may be able to help your company identify future trends 

and opportunities. 

 

 

   

 

 

 

 

 

http://www.omdia.com/
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Copyright notice and disclaimer 

The Omdia research, data, and information referenced herein (the 

“Omdia Materials”) are the copyrighted property of Informa Tech and its 

subsidiaries or affiliates (together “Informa Tech”) or its third-party data 

providers and represent data, research, opinions, or viewpoints published 

by Informa Tech and are not representations of fact. 

The Omdia Materials reflect information and opinions from the original 

publication date and not from the date of this document. The information 

and opinions expressed in the Omdia Materials are subject to change 

without notice, and Informa Tech does not have any duty or responsibility 

to update the Omdia Materials or this publication as a result. 

Omdia Materials are delivered on an “as-is” and “as-available” basis. No 

representation or warranty, express or implied, is made as to the fairness, 

accuracy, completeness, or correctness of the information, opinions, and 

conclusions contained in Omdia Materials. 

To the maximum extent permitted by law, Informa Tech and its affiliates, 

officers, directors, employees, agents, and third-party data providers 

disclaim any liability (including, without limitation, any liability arising 

from fault or negligence) as to the accuracy or completeness or use of the 

Omdia Materials. Informa Tech will not, under any circumstance 

whatsoever, be liable for any trading, investment, commercial, or other 

decisions based on or made in reliance of the Omdia Materials. 
 


