
 

 

Case Study - Four Rooms of Change at Percepta 
 
Background: 

Percepta is a global contact services company that operates customer contact centres in 
North America, Europe, Asia Pacific, South Africa, Australia, China and Thailand. They 
work with clients to provide services such as managing customer interactions, both inbound 
and outbound. Percepta employs 100 employees in Australia from 21 different cultural 
backgrounds, with an almost 50/50 split between employees born in Australia and those 
born overseas and with competence in 29 different languages. The company seeks to 
reflect its customer and client base and the wider contemporary Australia with the make-up 
of its workforce. Put simply, Percepta Australia is passionate about diversity. 

While many organizations define diversity in terms of gender, age, culture, religion and 
preferences, Percepta has chosen to define diversity more broadly as ‘anything that makes 
us different to one another’ including, for example, childhood experiences, family roles, 
thinking style, ideology and education. The company is convinced that its tolerance of 
diversity and respect for one another helps people to solve problems, innovate, learn from 
one another and build more successful organisation. Percepta employees feel that they are 
valued and they belong – with over 90% of respondents in employee engagement survey 
agreeing to the statement that ‘individual differences are respected at Percepta’. 

The company’s strategy to transition from a passive position of noticing diversity to one of 
promoting diversity has taken over four years to implement. Percepta has progressed to 
discussing diversity openly; understanding the link between learning, value, compliance 
and a harmonious workplace. The company is now taking the next steps to leveraging 
diversity across its sites and is actively utilizing its diverse talent pool to assist with new 
ventures in Asia Pacific. Percepta will be calling on local teams to lend their language skills 
and cultural knowledge to the process of learning, recruitment and set up overseas offices. 

The company has identified that managers who embrace workplace diversity are more 
likely to succeed in business ventures overseas. They have also seen the benefits diversity 
can bring when interacting with customers and clients and have noticed how it can support 
learning and innovation. Percepta managers and employees value the contribution that 
others have to make because they have a different perspective from their own. 

According to Percepta’s Asia Pacific HR Manager, Paula Scher, the benefits of diversity are 
numerous, but in the contact centre industry, the main benefit is measured in what clients 
and their customers think of the business and the engagement the company gets from its 
teams. In a 2013 engagement survey, overall satisfaction was at 83% with nearly 84% of all 
employees agreeing that they would recommend Percepta as a good place to work. The 
management team at Percepta are committed to the strategy not because they have been 
assigned diversity targets but because they gain significant value from it. 

In 2013, Percepta Australia was selected as a finalist for the Australian Human Resources 
Institute's (AHRI) Diversity Awards for the category of the Inclusive Workplace of the Year. 
The category recognizes organisations that prioritise diversity and recognise the value of 
an inclusive workplace for individuals and the organisation. 



 

 

Application: 

Having previously worked with the Australian Multicultural Foundation and the Australian 
Government on a project to provide training on and introduce the benefits of diversity to 
organizations, the managers and employees at Percepta Australia are always open to 
trialling new approaches to diversity and inclusion. In 2012, over half of their staff members 
participated in the Diversity and Inclusion Barometer project using the Four Rooms of 
Change®. One of the first Australian organizations to test the barometer, they discovered 
that not all employees experience the benefits of diversity in the same way but everyone 
who responded values the benefits it can bring. According to Paula Scher ‘It has been 
great to see how many people are ready for change where change is needed’. 

The barometer showed that amongst the manager population for example, cultural diversity 
was more readily embraced and the initiatives put in place are easily recognized – the dots 
are connected. At the customer service agent level however, the barometer showed that 
employees could be in a range of ‘rooms’ or states of mind from inspired to confused which 
meant that strategically company initiatives needed to focus on different employee groups 
in different ways. This supports the notion that all employees experience the organization 
differently. By looking at the response of different groups who were divided by work task 
rather than by demographic factors, working with the Diversity and Inclusion Barometer 
brought a new and pragmatic perspective to working with diversity within the real world of 
the organization as a network of interdependent relationships. 

Successfully implementing a diversity strategy at Percepta has not been easy and there 
have been challenges along the way – gaining a time commitment, measuring tangible 
outcomes and the return on investment and overcoming resistance are just examples. 
Paula Scher comments that, ‘Ultimately everyone in the organization is time poor and so 
the things that we invest in must relate to a strategic outcome – preferably driven from the 
bottom-up and the top-down. For business leaders looking to implement Diversity 
strategies, it’s important to have a clear picture of which needle you wish to move’.  

Testimonial: 

Working with the Diversity and Inclusion Barometer has been enormously effective for us in 
two ways – firstly to measure the current saturation and success of diversity initiatives and 
secondly to inform action as to how we proceed with promoting new initiatives. Running the 
workshops was difficult logistically, but as the sessions were delivered with respect, fun 
and personal ‘take aways’ for the employees, the results were well worth it and the 
feedback from the employees entirely positive. The facilitators combined their many years 
of experience to deliver a compelling and interesting journey for the employees and I was 
able to participate as a silent observer which was very insightful. Using the barometer is an 
excellent “line in the sand” to assess where the employees are at a point in time and what 
to do next. It helps with informing action and supporting resource requirements, particularly 
if a business case needs to be submitted to support further action. 

Paula Scher, HR Manager, Percepta Asia Pacific 

 
For more on the Four Rooms of Change® go to www.fourroomsofchange.com.au . 


