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Introduction

According to a January 2020 Harvard Business Review (HBR) 
Analytics Services Survey,[1] the absence of connection between 
departments and business lines is the most significant obstacle 
to enhancing collaboration and workflows. This problem is on 
full display in the front office and back office disconnect.

Organizations invest enormous resources in transforming their 
front office or customer-facing operations (e.g., enhancing 
websites, developing apps, optimizing the shopping experience, 
etc.) but neglect the back-office side (e.g., fulfillment, accounting, 
supply chain, etc.), not realizing its effect on customer 
experience (CX). When there’s a disconnect between the front 
office and the back office, there are also unfulfilled customer 
expectations or unmet brand promises, which leads to a loss of 
trust.

Simply put, as companies make it easier for customers to 
buy, they must also ensure even easier after-sales services. 
Otherwise, the customers will be unhappy, which in the 
omnichannel age could prove fatal not just to the brand image 
but also to employee morale and revenue. 

Business silos are created when an organization’s systems, 
processes, departments, and lines of business in an 
organization operate in isolation or are disconnected. 
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The critical role of the back office in delivering your on brand promise

Customers have always been unhappy with brands' customer 
service. Still, with all the available technology and after the 
pandemic, things that they usually let slip, such as repeating 
information, trouble with site navigation, or holding for a 
representative have, become valid reasons for them to hate on 
the brand, its reputation, and employees. 

According to the New England Consulting Group (NECG),[2] the 
true cost of just one irate, socially connected customer is steep:

The irate customer is the product of a back office that is not 
equipped to deal with:

•  Incremental online volume increase (e.g., endless volumes of  
   claims and late deliveries)
•  Accounts receivables and management (i.e., slow refund  
   process)
•  Inventory management (i.e., products are out of stock quickly)
•  Data management incapacity
•  Inefficient and poor customer service

This is something that executives know. That’s why they cited 
intelligent business process automation in the HBR paper as 
the solution that can lead to performance gains and transform 
how teams work. It eliminates silos for a more holistic view of the 
business.

The future of the back office relies heavily on process 
automation. Using tools like robotic process automation (RPA), 
artificial intelligence (AI), and data analytics, companies can 
automate processes, identify issues with products or services 
before they are widespread, and map the customer journey to 
identify opportunities for improvement. Process automation is 
key to productivity improvements and efficiency gains that can 
benefit businesses and customers.

The risks of neglecting back-office functions How robust back-office capabilities boost CX 

58% 67%

65% $4.7 B

of consumers will sever a 
relationship with a business due to 
poor customer service (Microsoft)

of consumers have told others 
about their bad experiences 
(Forrester/Khoros)

of consumers have stopped 
purchasing from the brand 
(Forrester/Khoros)

in revenue is at risk worldwide 
when customers take their business 
elsewhere after only one bad 
experience (Qualtrics XM Institute)
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Integrating the back office

In the end-to-end customer journey, front-office service 
depends on the back-office structure to positively impact the 
CX. And since the customer journey is dynamic, not linear, and 
therefore, unpredictable, the front office and back office must be 
integrated to provide customers with a seamless and frictionless 
experience. Brands must be mindful of interactions at each 
touchpoint to win over the customer’s business and loyalty.

Through back-office services and process improvements, 
organizations can optimize costs, improve overall CX 
performance metrics, elevate brand perception, and streamline 
company-wide reporting and operational oversight.

Back-office functions supporting front-end customer 
engagement

•  Order management
•  Logistics and delivery
•  Purchase and stock  
   management
•  Invoicing
•  Chargeback
•  Fraud prevention
•  Legal
•  IT services
•  Claims processing
•  Customer administration

Back-office functions not supporting the business  
front-end

•  Payroll, recruitment, and employee data management
•  Accounting
•  Data entry and inventory
•  Collections
•  Database management and web development 
•  Payments/statement
•  Demand forecasting
•  Financial planning and analysis
•  Business insights and analytics
•  Technology support/helpdesk
•  Trust and safety services
•  Document indexing, conversion, and scanning
•  Inside sales support/lead generation
•  Applications and record-keeping

Why the back office is so critical

•  Loan initiation/processing
•  Content moderation services
•  Payments
•  Customer account  
   management
•  Onboarding
•  Change management
•  Churn management
•  Billing
•  Collections 
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Deliver on the front-end promise

More time to focus on 
core business activities

Reduced and  
controlled costs

Access to global best 
practices and industry 

advances
Increased  
efficiency

Shared  
risk

Efficient order management, timely  
fulfillment services, multichannel  
customer support, etc.

Back-office outsourcing 
allows businesses
to focus on their 
strengths by enabling 
their staff to work on their 
primary tasks and future 
strategy.

Back-office services 
specialists have 
proven processes, 
tech partnerships, and 
innovative proprietary 
solutions.

Higher process-handling 
capabilities and flexibility 
without hiring a 
permanent full-time
staff.

Businesses can benefit 
from the vendor’s 
specialization in
back-office support 
functions.

Enhanced ability to plan 
and mitigate potential 
risks

Avoid bottom-line sabotage

Meet customer expectations and  
avoid alienating customer

Maximize the potential of  
existing technology

Use many of the same technologies  
that have transformed front-end  
operations, such as RPA, AI, and  
data analytics

To succeed in today’s hyper-demanding business environment, companies must smartly allocate their resources and focus on practical and vital 
business initiatives instead of paying attention to everything. Although each company’s back-office needs may vary according to size and industry, 
there are several common advantages to partnering or outsourcing to third-party providers, such as:

Benefits of a good back-office strategy

The value of partnering with an integrated services expert
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One fully integrated office

The Teleperformance OneOffice approach develops the back-office functions based on the digitally-driven front office to ensure alignment and 
support. It features:

The OneOffice approach

Digital foundation

•  Digitalization of manual processes
•  Automation/standardization of processes
•  Cloud-based processes
•  Cloud-based IT and software

Intelligent digital support functions Intelligent digital processes

•  IT support, finance, HR, procurement,  
   and supply chain
•  Design Thinking to unify outcomes
•  Broadening of roles

•  Predictive and operational analytics
•  Cognitive and AI
•  Internet of Things (IoT)

By optimizing the back-office functions in the same way as the front-end functions, making use of the same technologies (e.g., automation, cognitive 
and AI, and cloud), the “office” is seen as “one.”

The Customer-First Digital Organization

OneOfffice
The Enabling, Intelligent OneOffice

Mobile engagement

Social/interactive

Real-time actionable  
data for greater  
personalization

Design Thinking

Digital  
foundation

The nervous system
Incepting and 

processing all inputs

The circular system

The neutral system

The circular 
system

The neutral 
system

•  Dighitalization of manual processes
•  Automation/standardization of processes
•  Cloud-based processes
•  Cloud-based IT and software

•  IT support, finance, HR, procurement, supply chain
•  Design Thinking to unify outcomes
•  Broadering of roles

•  Predictive and operational analytics
•  Cognitive and artificial inteligence
•  IoT
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e 
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Benefits of a good back-office strategy

Teleperformance OneOffice is key to transforming the customer experience and unlocking value

A front-office and back-office approach offers:

•  Shared accountability between the front office and back office
•  Optimized CX
•  Reduced customer effort and total transactions
•  Reduced overall cost
•  Better utilization of subject matter experts, integrated quality, and  
   continuous process improvement teams, and integrated knowledge  
   management systems 
•  Proven world-class operational processes
•  Specialized back-office tools and technology

•  Efficient workforce management and ability to balance workloads  
   across the front-office and back-office operations while providing  
   business continuity and disaster recovery options across different  
   geographies
•  Better and more defined career path options for the workforce,  
   which help in talent retention
•  Proven world-class operational processes
•  Specialized back-office tools and technology

Technology Integration

WFM, Process Team, and QA Integration

Knowledge, Training, and Career Path Integration

Front-Office Components Back-Office Components

Workflow tool for a fully integrated operations

Case Evaluation Case Decision

Response/Payment Case Closure and Storage
(result is available for the end-user)

Case Reception Case Assigment

Copyright © 2022 Teleperformance SE. All rights reserved.
Complete or partial external use or reproduction is strictly forbidden. 8



Overcoming Business Silos by Integrating Critical Back-Office Functions

Teleperformance OneOffice delivers customer delight and a lower total cost of ownership (TCO)

Best-in-class operational processes

Attitude, Talent, 
Accountability, 
and Commitment

Baseline Enterprise 
Standard for 
Teleperformance

Contact Center 
Management 
System

Teleperformance 
Operational Processes 
and Standards

Enhance customer satisfaction by

•  Reducing turnaround time (TAT) and improving service-level  
    agreement (SLA)
•  Improving net promoter score (NPS) through the reduction 

of detractors and increase of promoters
•  Tightening integration between the front office and back office
•  Improving security

A structured process 
that defines, shares, and 
guarantees focus on 
continuous improvement 
of key KPIs, ensuring 
consistency in all 
operational programs

A structured process 
that defines, shares, 
and guarantees 
implementation of the 
global best practices, 
assuring consistency and 
quality in all operations, 
all over the world

CCMS is an award-
winning Employee 
Resource Management 
Solution, combining 
the capabilities of HRM, 
workforce management, 
payroll and accounting, 
and more in one interface

A detailed daily 
performance process 
that guarantees 
uniformity and quality 
management in all 
operations worldwide

Reduce TCO through

•  Automation (AI/RPA)
•  Integration of front-office and back-office processes
•  Better agent/seat utilization
•  Best-in-class processes
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Functional areas supported

Teleperformance helps chief financial officers (CFOs) achieve 
best-in-class performance in Finance and Accounting (F&A) 
through domain expertise and a highly skilled and multilingual 
workforce of more than 10,000 passionate employees, delivering 
transformational benefits worldwide.

Finance and Accounting

Teleperformance takes care of these volumes annually

$50 billion 15 million 20 million

3 million+10,000+

$20 billion+ 2 million+

3,000+

payables customer  
invoices

management 
reports

journals

vendor 
invoices

monthly 
reconciliations 

collections payroll 
transactions
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Partnering with a dedicated and capable service provider for F&A functions can enable organizations to focus on service delivery.

Record-to-report Order-to-cash Risk
Decision support and 

financial planning 
and analysis (FP&A)

Record-to-report Record-to-report

Journal processing

Bank and general 
ledger (GL) 
reconciliation

Management and 
statutory reporting

Balance sheet 
schedules

Fixed assets and 
inter-company 
transfers

Statutory compliance

Tax filing

Credit management

Invoicing and billing

Billing customer 
service

Cash application

Billing reconciliation

Credit notes 
processing

B2B first-party 
collections

Budgeting and 
forecasting

Product and channel 
profitability

Flash reports

Profit and loss (P&L)/
cash flow analysis

Process design 
review

System and 
organization controls 
(SOC) support/
internal controls

Risk and control 
metrics

Access controls

IT controls

Invoice receipt and 
matching

Resolution of 
unmatched items

Vendor query 
management

Purchase order 
amendments

Travel and expense 
claims

Process design 
review SOC  
support/internal 
controls 

Risk and control 
metrics
 
Access controls
IT controls
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Client benefits

• Optimized cash flow with strict conformity to policies
• Reduced per unit cost of F&A transactions
• Improved stakeholder experience across clients, employees, and vendors

A multichannel and 
multi-vertical unified CRM 
solution that integrates 
and automates workflows 
based on customized 
business requirements

An interactive, advanced 
visual analytics platform 
that enables simpler 
and speedier analytics 
interpretation

A web-based application 
for vendor self-service 
management and query 
handling

A unified contract access 
and management 
solution for healthcare 
providers

A web-based application 
for rule-based auto-
reconciliations

This duplicate payments 
optimizer tool is a cloud-
based solution that quickly 
and reliably alerts users of 
duplicate invoices

An analytics platform 
that recommends a 
collections strategy 
based on the propensity 
to pay

Teleperformance’s 
technology solution for 
vendor reconciliations

A web-based query 
management tool 
for auto-responding 
to standard queries 
instantly

A mobility-based, real-
time reporting solution 
that can be accessed 
anytime, anywhere

A next-gen robotics offering 
that automates end-user 
actions to improve efficiency 
and accuracy of repetitive 
processes while enhancing 
overall productivity

Order-to-Cash (O2C)

Procure-to-Pay

Record-to-Report (R2R)

A digital platform for 
managinf the life cycle 
and flow of documents

A multichannel and 
multi-vertical unified CRM 
solution that integrates 
and automates workflows 
based on customized 
business requirements

An interactive, advanced 
visual analytics platform 
that enables simpler 
and speedier analytics 
interpretation

A web-based application 
for vendor self-service 
management and query 
handling

A unified contract access 
and management 
solution for healthcare 
providers

A web-based application 
for rule-based auto-
reconciliations

This duplicate payments 
optimizer tool is a cloud-
based solution that quickly 
and reliably alerts users of 
duplicate invoices

An analytics platform 
that recommends a 
collections strategy 
based on the propensity 
to pay

Teleperformance's 
technology solution for 
vendor reconciliations

A mobility-based, real-
time reporting solution 
that can be accessed 
anytime, anywhere

A next-gen robotics offering 
that automates end-user 
actions to improve efficiency 
and accuracy of repetitive 
processes while enhancing 
overall productivity
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Collections

AllianceOne is a Teleperformance company that offers a complete 
range of collection services and contact center solutions designed 
to meet our clients’ diverse needs. We have built an infrastructure 
of operational sites around centers of excellence, specializing in 
specific market areas and portfolio segments.

Industry/client-specific strategies

We work with our clients to create programs that match their 
specific portfolio characteristics.

Proprietary client-specific analytics

Our analytics team reviews our client’s portfolios to adapt the 
company’s proprietary analytics, ensuring optimal performance.

Innovative process development programs

As a leading AR and collections management provider, we 
are committed to investing in the development of emerging 
technologies and processes.

This infrastructure allows us to deliver 

•  Programs ranging from outbound calling campaigns to inbound  
   call answering and fulfillment services

•  Both first and third-party services, incorporating a wide range of  
    costs and service options that take full advantage of both  
    domestic and international labor markets

• Service accounts throughout the revenue cycle
 
 
Client benefits

•  Business continuity despite economic disruptions

•  Elimination of obstacles in payment collections while bringing the  
    client and their customers together for seamless and stress-free  
    transactions

•  An aligned program with the client’s unique industry and 
company needs 
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We work in partnership with governments, handling their administrative interactions with travelers and citizens. We offer our clients end-to-end 
solutions, from information provision across multiple media platforms to direct face-to-face appointment management, payment handling, and back-
office tasks.

Teleperformance visa and consular back-office services deliver

•  Information provision

•  Online registration and  
    appointment booking

•  Face-to-face appointments

Visa and Consular Services for Governments

•  Biometric data capture 

•  Fee collection

•  Secure data transfer

•  Case management, registration

•  Appointment management, verification,  
    and validation

•  Innovative value-added services to  
   enhance the applicant experience  
   based on continuous customer and 

client feedback

Client benefits

•  Ability to focus on core decision-making responsibilities
•  Enhanced customer experience for end users
•  Improved efficiency of administrative processes
•  Support for digital transformation, anticipating and meeting future needs
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Trust and Safety

Teleperformance’s Trust and Safety services

•  Trust and Safety user-generated content (UGC) moderation and 
ad moderation and monetization, E-commerce, shopping and 
payment/fraud review, application and developer support, digital 
media and copyrights, and identity and account authenticity

•  Worldwide coverage by delivering the largest geographic Trust 
and Safety footprint in the industry, enabling us to serve our 
clients from anywhere

•  The most extensive professional know-how, with more than 6,500 
Trust and Safety experts supporting clients in over 50 languages

•  Targeted training, practical learning, cultural alignment, and 
technology enablers

•  A focus on employee well-being through a global wellness 
program that provides the right environment and infrastructure, 
psychometric assessments, and support from counselors and 
therapists, along with other activities

Our Trust and Safety services ensure a safe and secure digital 
environment by keeping harmful predators away from our 
clients’ platforms through the removal of content or accounts as 
appropriate.

•  Fraud prevention

•  User authentication

•  Preservation of brand reputation

•  User protection

•  Moderation at scale through AI 

•  Human validation

•  Accuracy optimization through machine learning
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HR Services

We provide an integrated staffing solution, including manpower augmentation, payroll management, infrastructure support, SLA delivery, and much 
more. As a manpower augmentation partner, we are able to understand client processes and offer comprehensive services.

Teleperformance’s HR back-office services deliver:

Payroll and benefits

Retirals and compliance  
(exit administration)

•  Payroll processing
•  Time and attendance
•  Overtime and advances
•  Absence and sickness
•  Garnishments
•  Pay review/bonus
•  Statutory compliance

•  Divestment and TUPE
•  Redundancy agreements
•  Leaver record management
•  Full and final settlement
•  Benefits cancellation

Learning and development

Employee/HR  
(help desk)

Workforce administration

Resourcing and onboarding

•  Employee life cycle management
•  Program categorization (MRO)
•  Training methodology
•  Learning efficacy
•  Special emphasis on self-learning
•  Learning studio
•  Experiential learning
•  Emphasis on micro-learning

•  Employee HR and payroll queries
•  Third-party coordination for issuing 

letters
•  Employee reference and background 

check process
•  Leaver record management
•  Full and final settlement
•  Benefits cancellation

•  Employee/contractual data management
•  Personal data management
•  Maintain employee files
•  Leaver record management
•  Learning/training administration

•  Job postings
•  Contract/offer letters
•  Pre-hire and reference checks
•  Right to work validation
•  Document collection and validation
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Teleperformance’s comprehensive set of HR analytics capabilities:

Resourcing and onboarding

Employee/HR (helpdesk)

Workforce administration

Retirals and compliance

Payroll and benefits

Performance & Learning

Sourcing channel effectiveness
Resourcing funnel propensity
Predictive hiring model
Cost per hire
Recruiter effectiveness

First call/time resolution
Helpdesk efficiency analysis
Helpdesk effectiveness
Abandonment ratio
CSAT score analysis

Balance scorecards
Early regretted turnover analysis
Capacity modeling
HIPO retention
NPS grid analysis
Absenteeism trends

Retirals benefits analysis
End of service benefits dashboard
Exit survey analysis
Data health check analysis
Legal and compliance reporting

Comparative ratio analysis
Wage bill employee
Benefits penetration
Sickness vs. overtime analysis

Training program efficacy
Learning impact on ROI
Vendor performance vs. cost analysis
Learning experience analysis
Performance prediction
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Teleperformance propriety HR tools

Client benefits:

•  Improved employee experience from hire to retire
•  Ensured compliance to mitigate risks
•  Digitally-led, automated recruiting and onboarding
•  Streamlined remote hiring model

• Makes use of 
robotics for 
the reduction 
of processing 
time in back-
office order 
management 
operations

• A mobility 
solution that 
provides 
real-time 
reporting 
of contact 
center 
performance 
of voice and 
data systems

• Helps create 
and record 
traininng 
content

• Simulates 
the training 
environment

• Encourages 
self-learning 
and improves 
proficiency 
speed

• Reporting 
and 
dashboard 
tool that 
covers the full 
spectrum of 
contact center 
operations like 
Quality and 
Operations 
Management

• Analytics tool 
for analyzing 
voluminous, 
unstructured  
text data

• Provides 
sentiment analysis 
and insights on 
customer behavior 
and root cause 
through advanced 
visualization

• Automated 
workflow 
queue 
distribution 
tool for 
back-office 
operations

• Tracks back-
office activity 
and real-
time SLA 
management

• Data 
visualization 
and analytics 
in the cloud 
enables 
agents to 
find answers 
while 
providing 
swift 
resolution to 
customers

Robotics & 
Automation

Training Quality 
Management

Analytics  
Tool

Workflow 
Tool

Mobile  
Reporting 
Solution

Virtual  
Analytics

U
sa

ge
Fu

nc
tio

n
To

o
l OneOffice

Help Desk
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Industry-specific services

In addition to our broad functional services, Teleperformance offers additional 
services that align with each industry. With more than four decades of deep 
industry expertise, we understand the unique needs of a wide variety of business 
types and verticals.

Automotive

Energy and utilities

Healthcare

Media

Retail and e-commerce

Telecom

Video games

Banking and Financial Services

Crypto

Insurance

Public sector

Technology

Travel, Hospitality and Cargo
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Real results: Client use cases

Finance and Accounting

The client

A leading global provider of high quality, orthopedic devices with 
a broad range of products for rehabilitation, pain management, 
and physical therapy. It is the largest non-surgical orthopedic 
rehabilitation device  company in the United States and among  
the largest globally.

Challenges

•  Balance sheet write-off/write-back
•  Manual AR processes
•  Vendor/supplier dissatisfaction
•  Decentralized and multiple modes of payments resulting in high 

numbers of bank accounts and bank charges

Solutions deployed

•  Agile and flexible operations 
•  Implemented a Balance Sheet Reconciliation policy
•  Implemented a bot in AR credit card processing 
•  Designed process controls (daily payment and void reconciliations)
•  11 Lean Six Sigma projects completed across all towers
•  Defined the unclaimed property process and recovery of debit 

balances from vendors
•  Identified unused tax credit in sales tax process

Benefits delivered

•  $200 M cash flow impact from DSO improvement
•  $10 M (P&L) business impact  
•  $250 K debit balance recovered
•  $1 M used office care tax credit during the year to offset tax liability
•  75% manual effort eliminated by bot
•  Improvement in reconciliations, from 81% to 99%
•  50%  increase in payment processing efficiency  
•  73% reduction in unclaimed property by AP team

savings in escheatment process
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Human Resources

The client

A US-based W-2 staffing technology platform that makes it easy to 
hire and manage a flexible workforce, from on-demand to long-
term; employers get instant access to pre-screened workers while 
workers get to choose jobs that fit their lifestyle, with the benefits 
and protections they deserve

Industry

Public sector undertakings and government contracts in the field of 
travel, transportation, hospitality, and public utilities

Challenges

•  Decentralized and fragmented HR functions spread across multiple 
locations

•  Limited process standardization and disparate systems used 
across regions

•  HR function overburdened with high volumes of transactional and 
non-value-added activities

•  Higher costs of HR function compared with industry standards 
and low levels of process maturity

Solutions deployed

Phase 1: Centralization of HR services

•  Consolidation of all in-scope HR processes into one HR shared 
services at an offshore location

•  24/7 operations support setup to cater to the client’s employees 
and HR teams in different time zones across the US

•  Streamlining of all LOBs and standardization of processes across 
locations
•  Rationalization and removal of redundancies and duplication of efforts
•  Creation of knowledge repository and robust documentation of 

standard operating procedures
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Phase 2: Process transformation

Productivity benefits and process efficiencies through continuous 
improvement, value stream mapping, and task level automation

Benefits delivered

•  30% reduction in TCO
•  Consolidation benefits of operations
•  Standardized processes
•  15-20% productivity/efficiency gains

Process improvements 

•  Improved TAT and accuracy scores by ~2 and 3 percentage points, 
respectively

•  Enhanced employee and HR experience with a single point of 
contact for query resolution

•  Streamlined critical processes, such as payroll, time tracking, and 
return to work

•  (RTW) program
•  Improved employee and stakeholder experience
•  Efficient queue management
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The client

The client is the top online social media and social networking 
service company based in California, USA.

Teleperformance manages the ads rejected by the social media 
platform’s AI's engine, ensuring tagging accuracy based on policy, 
which is crucial for the AI's language training.

Teleperformance's KPI accuracy has been hovering at 85%, 10 points 
less than the 95% target set by the customer and internal team.

Challenge

Identify the right level of data and work with discipline across seven 
languages

Solutions deployed

•  Streamlined the community calibration process implemented for 
each language

•  Reviewed and enhanced policies, updated training process, and 
defined the correlation matrix to identify related/affected policies 
that need refreshing

•  Reviewed the key contributor selection process and defined the 
bridge plan to execute the action

Benefits delivered

•  10% improved accuracy, maintaining the global performance 
leadership position for this LOB 

•  Consistent above 95% performance average (internal goal vs. 90% 
client goal)

Trust and Safety
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Lorem Ipsum

Lorem ipsum dolor sit amet, magna lectus 
quis rhoncus eget lacus vulputate, at semper 
sem, phasellus class pellentesque scelerisque, 
vestibulum turpis non. 

Vitae urna mauris, in quis sed vivamus, 
non amet nibh omnis proin cursus ut. Justo 
vestibulum, sapien sagittis morbi ipsum integer 
morbi sed. 
 
Sit a quam leo congue in, lectus amet 
adipiscing, amet leo nec sed mattis in euismod, 
feugiat sed justo sed. Sit ridiculus diam ut, dolor 
ac nunc, nam risus facilisis purus nisl, error 
mauris egestas, pellentesque dignissim lobortis.

Illoruptas voluptur, essita alibus consequat aliquas 
ditae ne volestist acidipsandis es ut ad untota 
volupturem autet ullant etur, is ni si autatqu 
isseditaquat andanis si unt.

Conclusion

Organizations spend tremendous resources 
on digitizing their customer-facing operations 
and disregard their back-office counterpart, 
not realizing its enormous cost to CX and the 
business. The disconnect between the front 
office and back office translates to unfulfilled 
customer expectations and brand promises, 
resulting in the loss of trust, which in today's 
social media-driven world could spell the 
downfall of brands.

Through a one, fully integrated approach to 
connecting the front office and back office, 
organizations can avoid the pitfalls of a poorly 
functioning back office while delivering on 
their front-end promise, avoiding bottom-line 
sabotage, and maximizing the potential of their 
existing technology.

[1] Harvard Business Review–Analytic Services. ( January 2020). 
The Pitfalls of Overlooking the Back-Office. https://www.
teleperformance.com/en-us/insights-list/white-papers/harvard-
business-review-analytic-services-the-pitfalls-of-overlooking-the-
back-office/

But these can only be realized by partnering 
with an integrated services expert such as 
Teleperformance.

Teleperformance has a proven track record in 
process improvements resulting in optimized 
costs, improved overall CX performance, 
enhanced brand perception, and streamlined 
company-wide reporting and operational 
oversight.

Endnotes

[2] The New England Consulting Group. (2022). The Irate 
Customer: Costing Your Business More Than You Think. https://
teleperformance.com/en-us/white-papers-emails/2022-04-the-irate-
customer-costing-your-business-more-than-you-think
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