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At a Glance

BridgepointeCX facilitates a
global contact center
transformation for a leading
hospitality brand, completing the
project in under nine months with
strategic changes and remote

execution

Key Metrics

BridgepointeCX's rapid global
contact center transformation
underscores strategic
adjustments, remote execution,
and adherence to key metrics like
timeline, regulatory compliance,

and system integration

90 DAYS

initial project launch

9 MONTHS

new contact center
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BACKGROUND

When one of the world’s largest hospitality brands came to
BridgepointeCX, they had just started modernizing their 2500+ seat
contact center. Given the project's size and scale, the customer had

to engage a third-party consultant to provide support.
After an introduction from the contact center supplier, NiceCXone,

BridgepointeCX was contracted to offer advice on the design and

implementation of the project.

SOLUTIONS & RESULTS

BridgepointeCX acted as the business transformation office on the

project, starting with mapping out a new project structure than
originally planned. With these strategic changes, the rollout plan was
adapted, and the first part of the project was launched in the first 90
days.

Business Process Outsourcing (BPO) was a key part of this project,
and we worked closely with the customer to navigate international
regulations. With our deep expertise and working knowledge of BPOs
around the globe, we were able to offer strategic counsel and guide

the customer to the best possible option for their needs.

BridgepointeCX offered insight into architectural decisions related to

integration and adjunct systems throughout the project.

With our support, the new contact center was rolled out globally in
under nine months. This was a significant win given that this was
executed in 2020, and most of this complex project was done

remotely.

Strategic Implementation Remote
Restructuring of BPO Execution



