Redefining Retail & E-Commerce:
How Business Transformation
Outsourcing Shapes the Future
of Customer Experience

Theretail landscape is undergoing a fundamental shift. Today's consumers demand
seamless experiences across both physical and digital channels, while retailers face
mounting pressure to innovate and adapt. Business Transformation Outsourcing (BTO)

has emerged as a strategic solution to these challenges, offering retailers a path to
enhanced operational excellence and customer satisfaction.

This approach enables companies to
, : streamline their processes, respond
By leveraging BTO partnerships, . P s respor
! : swiftly to market changes, and deliver the
retailers can focus on their core . :
: : exceptional experiences that modern
strengths while accessing :
consumers expect. As the retail sector

service expertise.

specialized technolo . . .
P : 8, continues to evolve, BTO is proving to be
operations, and customer . :
not just an operational tool but a catalyst

for transformative growth and
customer-centric innovation.
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- Introduction: Digital Transformation and
the Future of Shopping

The retail industry stands at a pivotal moment of transformation. Digital technology and
evolving consumer preferences are fundamentally reshaping how people shop, forcing
retailers to reimagine their business models. This transformation extends beyond simply
adding digital channels - it represents a complete reinvention of the shopping experience.’

Today's consumers, particularly Gen Z, expect shopping experiences seamlessly blending
digital convenience with personal touch. Physical stores are being reimagined as
experiential destinations where technology enhances rather than replaces human
interaction. Some retailers are finding success by creating immersive experiences that
offer brand activations while maintaining efficient operations through data analytics and
digital tools.? Innovative models like "dark stores" have emerged, blending the efficiency of
e-commerce with localized distribution to meet fast delivery demands.®

Business Transformation Outsourcing (BTO) provides an innovative framework
to address these complexities. By delegating non-core functions to specialized
providers, retailers can access cutting-edge technologies, enhance operational
efficiency, and focus on strategic growth areas.



https://www.outsourcing-center.com/how-retail-ecommerce-outsourcing-can-help-ventures/?utm_source=chatgpt.com

<4+ Understanding Business Transformation
Outsourcing (BTO): A Strategic Partnership

Model

Business Transformation Outsourcing (BTO) represents an evolution beyond conventional
outsourcing approaches. This comprehensive model enables organizations to
fundamentally redesign their operations in partnership with specialized vendors, driving
both operational excellence and strategic transformation.

¢p Core Elements of the BTO Model:

%@

(eXe)
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Process Transformation:

BTO encompasses the complete
redesign and management of
organizational processes. Rather
than simply transferring existing
operations, vendors work to
transform these processes,
implementing innovations that drive
superior performance outcomes.

Strategic Partnership

Structure:

These engagements typically span
multiple years, reflecting the deep
integration required for meaningful
transformation. This extended
timeline allows for careful
implementation, evaluation, and
refinement of new processes and
technologies.

fh

Continuous Evolution:

BTO partnerships maintaina
consistent focus on process
optimization. Cost savings achieved
through improved efficiency are
systematically reinvested in
technological improvements and
process innovations, creating a
cycle of continuous enhancement.®

Strategic Value Creation:

The ultimate objective of BTO
extends beyond operational
improvement to deliver meaningful
shareholder value. This is achieved
by ensuring all outsourced
processes directly support and
advance the organization's strategic
objectives.®

BTO provides a framework for retailers to implement these technologies cohesively,
driving organizational transformation.

Redefining Retail & E-Commerce




- The Role of BTO in Customer Experience
Transformation

CX Challenges in Retail & E-Commerce:

Data Integration Barriers: Most retailers struggle with disconnected data systems
across various channels, preventing them from building comprehensive customer profiles
and delivering personalized experiences.

Operational Resource Limitations: Many organizations face significant constraints

in budget and staffing, making it challenging to implement new technologies and respond
effectively to changing market conditions.

Service Delivery Inconsistencies: The lack of standardized processes across
customer touchpoints often results in variable service quality, negatively impacting
customer loyalty and satisfaction.

BTO Solutions:
+ Unified CX

TGChﬂOlOgy: What do you feel is the most frustrating aspect of a customer service experience?
Implementation of - 22% . 17%

com prehenswe Being passed between agents Not being able to resolve my issue or find info
CRM systems that online

consolidate 21% 13%

customer

interactions Having to contact a brand or organization Impolite customer service agent

multiple times for the same issue

across all channels
into asingle, 18% I 9%
actionable view. _ _ : : .
IVR automation / not being able to reach a live Being kept waiting on hold
person

Source: Microsoft: Global State of Multichannel Customer Service Report
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+ Analytics-Driven Decision Making: Deployment of advanced data processing
systems enabling predictive marketing and proactive customer service interventions.

"' Intelligent Customer Service Systems: Integration of sophisticated Al-powered
chatbots and voice assistants utilizing Natural Language Processing for improved
customer response. The forecast for global chatbot market by 2032 is $42B.¢

Global ChatBot Market Standalone
Size, by Type, 2022-2032 (USD Billion) B Wweb-based
B Messenger-based/Third Party
45 42

2022 2023 2024 2025 2026 2027 2028 2029 2030 2031 2032

Source: Market.US Report Global Chatbot Market size ®

+ Workforce Development: Offering continuous training programs powered by
e-learning platforms to enhance employee skills and service delivery.

By addressing these challenges, BTO facilitates a seamless, personalized,

and responsive customer experience while optimizing operational
efficiency.

ATeNTO Redefining Retail & E-Commerce aa




-4 Benefits of BTO for Retail and E-Commerce

1. Operational Efficiency:

Process Optimization: Automating back-office functions such as order
processing and tracking, minimizing manual interventions while accelerating key
business processes.

Cost Reduction: Streamlining operations leads to significant cost savings,
allowing reallocation of resources to strategic initiatives.

In-House Cost Minus Outsourcing Cost Example

In-House Minus
Outsourcing
$178,770 - $41,000

=$137,770
Outsourcing

Cost '

($41,000)
In-House
Cost *
Analyze ($178,770)

Task

T [ | |

Source: Medium: Outsourcing Cost Vs. In-house Cost: How to Analyze and Calculaté Right?

2. Scalability:

+ Flexible Resource Allocation: BTO partners provide the ability to scale
operations up or down in response to market demands, such as peak shopping
seasons.

+ Global Reach: Leveraging a global talent pool enables 24/7 operations and
entry into new markets without substantial upfront investment.
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3. Customer Loyalty:

+ Consistent Service Delivery: Standardized processes ensure uniform
customer experiences across all channels, fostering trust and loyalty.

Retail Customer Journey + Atento’s Al Solutions

7.Recommendation

5. Customer Relationship

3. Purchase

1. Awareness

@3 Social Media GenAl Back-Office 1 O RpA g(:ross&
Engagement Conversation 5 automation II Factory Upselling
J Chatbot J J
Atento Al Studio - \ Knowledge \ Quality & \
Assistant O Digital Process Retention @ Digital
Collection

Customer Insights L3N &Loyalty

Care

Insights Digital
N7 Sales

8. Collection

2. Consideration 4. Delivery 6. Loyalty

+ Personalized Interactions: Data-driven insights allow tailored engagements
that resonate with individual customers, enhancing satisfaction.

4. Revenue Growth:

+ Enhanced Sales Strategies: Predictive analytics identify upselling and
cross-selling opportunities, increasing average order value.

+ Market Agility: Rapid adaptation to consumer trends and preferences enables
the capture of emerging revenue streams.
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4+ Atento’s Case Studies: Success Stories in
BTO Implementation

Case Study 1:

Transforming CX with Recruiting,
Development, and Brand Adoption

Client: An American merchandise retailer.

Challenge: Transitioning from a transactional model to

an experience-focused framework.

_‘@' Solution: Atento Outcome: The retailer achieved

remarkable results: a 76% increase in

Z*  implemented a comprehensive il

strategy focusing on talent customer satisfaction scores, 10%
acquisition, employee higher agent productivity, and a 25%
development, and brand customer referral rate. These metrics
alignment to enhance demonstrate the company's
customer interactions. successful transformation into a

customer experience leader.
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Case Study 2:

@Sales $10000¢ 4

CX Innovation to Delight
E-Commerce Clients

Client: A leading retail and e-commerce aggregator
offering millions of products from various platforms.

Challenge: Enhancing the quality of customer

experience in a key market.

_‘@'_ Solution: Atento /Vn Outcome: Improved customer

¥~ introduced innovative lllih satisfaction by 85% and
customer service solutions, increased market share in the
including Al-driven targeted region.

support and personalized
communication strategies.

ATeNTO Redefining Retail & E-Commerce 10




4+ How to Get Started with BTO for CX
Transformation

Q Assessment: £ Partnership Selection:

(1) conducta thorough audit of &*8  gelecta BTO provider with proven
current processes, technology expertise, technological capabilities,
infrastructure, and customer and industry knowledge.
feedback.

Mla Strategy Development: £ Implementation Roadmap:
Define tailored BTO solutions Develop a phased plan to ensure
aligned with organizational goals seamless integration with minimal
and customer objectives. disruption.

Contact us today!
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https://nam10.safelinks.protection.outlook.com/?url=https%3A%2F%2Fatento.com%2Fen%2Fsales-inquiries&data=05%7C02%7CAndrea.Urruela%40atento.com%7C3703f84a71584a0aac0108dd3f23a7c1%7C1356d054fb0c45c99663087c278bbf18%7C0%7C0%7C638736144553578483%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=lGevBagp4LWd6Gn5JrlODLhDpRHRncr7boFJ%2BQdDjbM%3D&reserved=0
https://atento.com/en/
https://www.linkedin.com/company/atento/

- ¢ i«
",
"N Y ) \\‘ \.g g
-
-

+ Sources

1. McKinsey: Reimagining the role of physical stores in an omnichannel distribution
network.

+ 2.Vogue Business: Traditional retail can’t keep up with Gen Z. Is this the answer?
+ 3. The Times: B&Q shines a light on the dark stores revolutionizing retail

+ 4. Outsourcing Center: How Retail & Ecommerce Outsourcing Can Help Ventures
+ 5. White Paper: Transformation Outsourcing

+ 6. Business Consultancy & Transformation Outsourcing

+ 7. Microsoft: Global State of Multichannel Customer Service Report

+ 8. Market.US Report Global Chatbot Market size

9. Medium: Outsourcing Cost Vs. In-house Cost: How to Analyze and Calculate
Right?

AWD Redefining Retail & E-Commerce 12
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