
Case Study

EPM Business Group
Medellín, Colombia



2

Case Study:  EPM Business Group

EPM Business Group, a public services company headquartered in Medellín, Colombia, with locations in Central 

America, the US, and Europe, provides services that improve the lives of more than 13 million people. EPM wanted 

to leverage the re-design of its iconic 15-story office building as an opportunity to transform its organizational 

culture—from one of hierarchical decision-making to a culture that fosters continuous improvement and superior 

customer experience. Recognizing its 4,000 employees as EPM’s greatest asset, the project team delivered a people-

centric redesign to better support well-being and performance through spaces that foster collaboration and bring value 

to business practices.
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A Cultural Shift and Model for the Future

The 20-year-old building with capacity for 4,000 employees 
wasn’t adequately supporting collaboration, connectivity, 
and adaptability. There was distance between executive level 
managers and their teams due to physical constraints in the 
building. Collaboration happened mainly in formal, scheduled 
meetings behind closed doors or in cubicles. The enclosed 
environment restricted people from meeting and networking 
with others even in the same department. 

“This company has transformed from being a local to a multi-
Latin company,” said Horacio Valencia, Head of Department 
Architectural Designs. “In fact, the entire EPM program was 
directed towards a new work model or organizational structure. 
We asked ourselves what the workplace should satisfy, as it 
could not be the same as it was 20 years ago, but more in line 
with the vision of a multi-Latin company.” 

The EPM Architectural team led and worked hand in glove  
with the Haworth Research Team and Studio Sur to create  
a pilot space with a focus on these key drivers:

• Transform the culture—from hierarchical to more efficient,  

effective, and creative. 

• Foster collaboration to drive innovation and results. 

• Understand the potential impact of the new space on the  

effectiveness of their employees.

Ultimately, these objectives would enable EPM to better attract 
and retain talent, enable faster decision making, and increase 
knowledge transfer. Outcomes would be measured to evaluate 
how employee well-being and health improve engagement and 
performance. The project would also utilize existing assets and 
maximize space to support sustainability efforts, keep the space 
flexible, and reduce operational costs.

“In a way, the building was too symmetrical—we had to break 
it up a little,” said Andrea Sánchez, Studio Sur Director. “It is a 
building with a very large space. How then to create a place 
where we could find new opportunities to work, socialize,  
and collaborate among employees?”

Case Study:  EPM Business Group
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Research-Based Design

EPM partnered with Haworth to run diagnostics and collect 
data to identify the issues that impact human, organizational, 
and facilities performance. This research forms the 
foundation for Haworth’s Organic Workspace® approach to 
space planning. As both client and partner, the EPM team 
collaborated from the beginning of the diagnostic phase to 
understand their current organizational culture and define the 
culture of the future. “Participation was key since the beginning,” 
said Diego Salazar, Corporate Communications Manager. “It 
allowed us to work with people in the pilot project, elaborate 
from their inputs, and get their feedback on the key elements 
we could improve.” 

Haworth’s approach for creating value-driven customized 
workplace solutions takes place early in the design process 
through a collaborative change management approach that 
translates workplace research and knowledge into a conceptual 
applied design strategy. Feedback was gathered through senior 
leadership engagements, automated online employee surveys 
(Demographics, CultureLENS™, OfficeLENS™, WorkstyleLENS™), 
onsite tours, senior management interviews, employee focus 
groups, and interactive project team and translation workshops. 
This methodology has specific outcomes with design implications 
that inform subsequent steps, collectively building upon one 
another to define the optimal solution. 

“Together we have identified the opportunities, the diagnosis, 
and the support from Haworth that would guarantee the 
quality of the deliveries throughout the project renovation,” 
said Diego Salazar. The results would influence space planning 
and design to support face-to-face interactions and increase 
collaboration.

Initial diagnostics revealed a recommendation to divide 
the project into two phases: first, the transition floor, which 
would serve as a pilot for the new workplace and influence 
the design of the rest of the building; the second phase 
would utilize feedback to design the rest of the building and 
implement a change management process customized for the 
needs of EPM employees.
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Focus on Human Capital

Research was conducted with 336 EPM employees to assess 
the impact of new workspace concepts within the pilot space 
compared to their traditional office space. Leveraging the data 
helped establish direction for workplace change.

Haworth used a predictive modeling method to conduct a pre-
move workplace assessment survey several months before EPM 
employees moved to the pilot space, and administered a post-
move survey about three months after employees started using 
the pilot space, giving them the opportunity to learn about the 
new space and adjust to the change. Our statistical techniques 
revealed the outcome in measurements of well-being, life 
satisfaction, inclusiveness, engagement, and performance.

We also used the HumanSpace™ model to estimate the impact 
of the pilot space on the improvement in human capital 
effectiveness for the employees in the pilot space. Using this 
model, the change in human capital effectiveness is expressed 
in financial terms based on how the new workspace increases 
accuracy of work and business process speed, and how it 
reduces turnover costs. The model shows a three-year return 
on investment based on the cost to implement the new space 
against the employee human capital improvements. 

Case Study:  EPM Business Group
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Designing the Space

The initial design was the basis for a strategic design program 
that aligned the managers’ vision, the company’s objectives, 
and the real needs of all users. For the pilot project, two-thirds 
of the employee population were moved from cubicles with 
high partitions into cubicles with low panel heights. At the same 
time, a variety of collaborative meeting spaces and group social 
spaces were also added, along with various new technologies  
for those spaces.

“In order to reflect the culture of the organization through the 
interior space of the building, we encouraged different aspects,” 
said Diego Salazar. “First, the collaboration, hence the innovative 
distribution of the workspace—designed in accordance to 
the characteristics of each team; second, the promotion of 
innovation through the physical place—something we want 
to keep reinforcing. Also, the work processes, hence the 
distribution inside the building is not made because an area 
should come together, but because of the relationship between 
different processes within the company.”

To reflect the direction of the organizational culture  
EPM leadership envisioned, the space was designed  
with these principles in mind:

• Promote socializing and collaboration – include different  

workspaces designed for the needs of different teams.

• Drive innovation – the space supports the relationships  

between the varied processes that occur within the company. 

• Address new ways of working – create a dynamic space with  

fewer individual and private offices and more collaborative/ 

ancillary spaces.
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Communicating Change

Throughout the project, upcoming changes were communicated 
to keep everyone aware of what was happening. Change 
management took a two-prong approach: with managers and 
employees. Since managers are responsible for driving change 
within the organization, a separate training program was 
dedicated to them to receive feedback and provide the training 
and tools they required.

Employees were also provided with timely training and 
information. Change champions were identified to help  
move the organization faster through the change curve.  
The champions acted as ambassadors for the new workspace 
and were empowered to train, engage, and provide coworkers 
with information and tools for support. 
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Design Outcomes

Overall, the pilot space was a success in terms of function 
and its impact on key performance, health, and well-being 
outcomes. “The western and eastern sections are more united 
through bridges that spiral, to create a dynamic space, breaking 
the symmetry and encouraging people to use and explore the 
building in a more dynamic way,” said Andrea Sánchez. “It was 
key to be able to open the building to the outside. I believe the 
balconies are one big success of the project.” 

Employee ratings of meeting rooms, features, and technology 
dramatically improved, as did ratings of the features and 
amenities of the overall space. However, research revealed that 
EPM employees would like additional space to support focus 
work, as well as more storage options.

Adjustable furnishings, ability to focus, 
and legibility have the greatest impact 
on employee engagement.

Views to nature, noise, and 
lighting have the greatest impact 
on employee stress.
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Employee Outcomes 

Although research results showed some dissatisfaction with 
employees’ primary workspaces, there was no change in 
employee performance, job satisfaction, or engagement 
after the move to the pilot space. In fact, probably due to the 
collaborative nature of most work (and the high ratings of the 
new meeting spaces) employee stress symptoms were reduced, 
and sense of well-being at work and general life satisfaction 
significantly improved.

The most important workspace features for EPM workers are 
legibility, noise, and meeting room design. The data pointed  
to three design elements that affected employee well-being  
and performance outcomes. For future space planning, EPM 
should invest in:

• Design space for legibility, (ability to see and find colleagues,  

easy to understand space layout, workspaces and furnishings  

convey their intended use).

• Reduce noise levels and manage the acoustic environment.

• Provide meeting room sizes that fit the need, and adjustable  

furnishings.
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Return on Investment Model

Through the HumanSpace model we learned that the 
investment in the new office space has increased the 
performance of the human capital by 6.64 percent. “You  
can feel the satisfaction in each of the workers,” said Alberto 
Castaño, Architect Professional of Projects. “Everyone 
comments on their new building, even though it is almost  
20 years old.” Young people especially love it, making 
the building an ideal recruiting tool. And, the 40 percent 
improvement sought after in the project has also been achieved 
through the reuse of existing furniture, as well as organization  
and standardization of all the remaining elements.

“We practically have a 360-degree view of the whole Aburra 
Valley,” said Horacio Valencia. “What the lookout points 
promote is an openness, the possibility of getting air and 
natural light, that you get a sense of where you ŕe located and 
get a reprieve during the workday. Another crucial point is the 
urban contact the building has with the surrounding exterior.”

The investment in the new 
office space has increased the 
performance of the human 
capital by 6.64 percent.
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Further Improvement for the Future

To continue striving for increased effectiveness in human 
capital beyond 6.64 percent, EPM could focus on improving the 
function of workspace design and ergonomics—both of which 
were reduced after the redesign. It may simply require more 
communication and training around the most effective use of 
individual workspaces and the other spaces employees can use 
to accomplish their work. 

“We have a cultural purpose that all our work teams interact 
more and work as a true team to achieve our results,” said 
Jorge Londoño, General Manager CEO. In fact, more analysis 
of the organization’s culture change findings are planned 
for the future. As leadership has learned from their research 
and benchmarking, culture transformation doesn’t happen 
overnight—it’s an evolving process that requires the 
commitment of a team dedicated to success.

“I feel very proud and happy with the renovation of the building,” 
said Jorge Londoño. “Everyone who visits, I give them a short 
tour, and when I walk them around I see people very pleased.”

“We have a cultural purpose that 

all our work teams interact more 

and work as a true team to achieve 

our results.” 

 –  Jorge Londoño, General Manager CEO
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Architecture + Design Collaboration

EPM Architectural Team

Studio Sur  
Medellín, Colombia

Haworth Furniture Dealer

Arista de Colombia 
Bogotá, Colombia 

Photographer

Andrés Valbuena

*  Please note that some products shown are  
not manufactured by Haworth.

Customer Profile

Founded in 1955, EPM Business Group (Empresas 
Públicas de Medellín E.S.P.) is a public company 
based in the city of Medellín, Colombia. With 
locations in Central America, Chile, Mexico, United 
States, Spain, and Colombia, EPM contributes to 
people’s well-being and equitable community 
development through responsible, comprehensive 
solutions for energy, water, sewer service, and 
information and communication technologies. EPM 
strives to improve the lives of more than 13 million 
people across the regions it serves.

Haworth Product – Refurbished (40%)

• Places® system
• Improv® guest chairs
• Accolade® task chairs
• Entropy tables

Haworth Product – New 

• Zody® chairs
• Very® task chairs
• Lively® chairs
• Bamboo® II system
• Intuity® benching 
• Audience system
• Planes® tables
• Monkey Nut
• Kite table
• Border
• Pace
• M Series lockers and lateral files
• Very wire seating
• Space Enabler (Maria & Eddy)
• Hello® mobile seating
• Fletcher soft seating 
• Enclose® frameless glass
• Openest® Chick pouf

Haworth’s Integrated Palette includes Compose,® Enclose,® Patterns,™ Planes,® Reside,® Beside,® and Belong.™
Haworth is a registered trademark of Haworth, Inc. | ©Haworth, Inc. 2018 06.18
haworth.com | 800.344.2600
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