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Abstract : The Billing & Customer Relationship Management (BCRM) project is an important enabler towards realizing
customer  experience  transformation.  It  involves  technological  shifts  for  future  scalability,  revision  of  multiple  business
processes and adoption of change by the users and impacted employees. This massive transition, if not managed properly, may
result in the decline of business performance due to productivity drop. Organizational change management is an essential
element in BCRM project implementation to ensure the system is well understood and embraced by all stakeholders. In order
to move impacted employees from unaware state or denial mode to full-acceptance mindset and committing themselves in
using the new system, their involvement in the whole change process starting from the initial stage is imperative. Through the
BCRM Change Management Plan, a holistic approach was taken whereby the strategy and program for five key components
namely executive sponsorship, continuous communication, process change readiness, organizational readiness and individual
readiness were all carefully established. Roles of the project sponsor, change agents, change ambassadors and community of
practice (CoP) were clearly defined in gaining high commitment and support across the entire organization. Continuous
communication and engagement initiatives throughout project implementation have been carried out to reach all stakeholders.
The business readiness was constantly monitored and assessed including effectiveness of end-user training, thorough review of
process documentation and completion of roles realignment exercise.
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