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As your workforce moves to a remote working environment, there are some best practices we encourage 
you to follow when it comes to enabling virtual employees. This guide will walk you through application 
specific checklists and best practices to help ensure your agents have a successful work from home 
experience and continue to provide exceptional customer service.
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When moving employees from working in the office to working remote, there are a 

few things that our on-premises customers will need to review:

• Cloud - if you’re on Calabrio ONE Cloud you’re set, there should be no 
changes required for an employee to access it when moving from the office 
to remote.

• On-premises – you’ll need to make sure the Calabrio ONE signed certificate 
or Certificate Authority is trusted so it does not present a Certificate Error 
to the agents and supervisors. You’ll also want to ensure users are accessing 
Calabrio ONE through a VPN.  For legacy 9.x customers, you’ll simply need 
to ensure remote employees are accessing through a VPN.

Accessing 
Calabrio ONE
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Recording
CONFIGURING WORK FROM HOME AGENTS 
FOR RECORDING
This is dependent on the recording architecture you are currently using:  

• Network Recording

 — Network recording is defined as streaming RTP to a Calabrio server 
for recording.  Examples of this are Cisco BiB recording, Avaya 
DMCC recording, etc.

 ¶ In a Cisco BiB recording environment, ensure the phone 
(software or hard phone) has connectivity to the voice 
record servers through a VPN connection.  

 ¶ In a Cisco Network Based recording environment, call 
control is still handled the same way as with Network 
Recording, but the RTP is streamed from a Gateway 
instead of a phone, saving significantly on bandwidth when 
agents work from home.

 ¶ In an Avaya DMCC environment, the RTP is streamed from 
the Avaya Media Server, so remote phone connectivity to 
the voice record server is not required in most cases.

• Gateway Recording

 — Gateway recording is defined as streaming RTP to a Calabrio 
server for recording from a support Session Border Controller. 
In these environments, having office workers change to remote 
workers doesn’t change their configuration. In most cases, gateway 
recording is a way to natively support remote workers.

• Smart Desktop Client

 — End-point recording is defined as recording audio/screen locally 
on the PC via the Smart Desktop Client (SDC). In most cases, if 
end-point recording was working in the office, it will work in a 
remote setup with the only difference being a VPN connection for 
On Premise deployments of Calabrio ONE.  Ensure the client has 
connectivity to Calabrio ONE platform (on-premise or cloud) for 
the client to receive configuration and upload recordings.
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Other recording-related items to consider when moving employees to  

work remote:

• We recommend you configure immediate upload of recordings to move 
them off the agent PC as soon as possible.

• Extension or device changes: Are there changes to configuration that 
need to be setup?

• Hard phone vs. softphone configuration: Softphone being more widely 
supported for remote agents.

• VPN connectivity: Can the Calabrio software connect to the required 
Calabrio servers hosted on-premise or in the cloud?

• Bandwidth considerations for live audio monitoring, streaming or 
uploading media from remote employees:

 — Generated audio media data that is uploaded to Calabrio for 
processing and storage requires network bandwidth availability. To 
ensure no interruption to uploads, voice communications, or any 
other customer applications, it is highly recommended that you 
calculate your estimated bandwidth consumption based on the 
formulas below and understand how this will impact your network.

 ¶ Recording time = (# of users) × (# of calls per user per day) 
× (avg call length (minutes))

 ¶ Upload bandwidth:

• Audio recordings = 0.48 MB × recording time 

• Screen recordings = 1.5MB per minute, per monitor 

We understand there are many options to consider when enabling employees  

to work from home. Please continue to refer to the Calabrio Success Center 

for up-to-date information.  If you have more specific questions on configuring 

Calabrio to support work from home agents in your environment, please contact 

Calabrio Support.
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ENSURING SECURE, RELIABLE RECORDING OF AGENTS 
REGARDLESS OF WHERE THEY SIT
Once you have your agents configured and tested to record while working 

remote, use monitoring and notifications to check status and be alerted if agents 

stop recording.

Monitoring and Notifications 

1. Check to ensure notifications are enabled and configured for recording 

specific events. Key notifications include:

• Failed to Capture Desktop

• Failed to Record Screen

• Failed to Record Voice 

• Voice Packets Not Received

• All data server, CTI service or network recording service failures 

For additional information on Notifications, please refer to the User Guide or 

in-product Help. 

Agent Monitoring 

2. Monitoring your agents via live audio and screen monitoring is great way to 

check in on agents for coaching and training purposes. It’s also another way to 

see in real-time what agents are recording:

• Live audio & screen monitoring of agents is available from Application 
Management àMonitoringàAgent Monitoring.

• In supported recording architectures, see in real-time who’s recording 
audio and/or screen via the Agent Monitoring page. 

• Agent monitoring requires real time bandwidth in addition to bandwidth 
required for recording:

 — Audio recordings = 0.48 MB × recording time 

 — Screen recordings = 1.5MB per minute, per monitor

Reporting

3. Keep a watch on recordings via reporting. Calabrio provides robust reporting 

options across the suite to help you monitor and track the status of recording: 

• Version 10.x and 11.x: head to Data Explorer, your suite-wide custom 
reporting and visualization tool, to build custom reports and dashboards 
and ensure agents are being recorded. For example, you can show number 
of contacts recorded per user over a rolling 7-day period.

• Version 9.5: you can utilize the User Recording Status report in the 
Reporting section or perform a search in Recordings to verify agents are 
being recorded. 



Best Practices for Enabling Agents 
to Work from Home

7

Workforce 
Management
SCHEDULING YOUR WORKFORCE TO MEET CUSTOMER NEEDS WHILE  
WORKING FROM HOME
Working from home will likely provide your employees with more flexibility in terms of start and stop 

times. There will also be times when they’re unable to work due to situations like childcare. We highly 

encourage our customers to use WFM functionality such as OT requests, Absence Requests, Intraday 

Dynamic Scheduling and Self-Scheduling to adapt to the added flexibility of working from home, while 

still meeting business needs.

Below is a summary of the Calabrio WFM features and functionality you can use to increase flexibility 

with your remote workforce and meet customer needs.

• Overtime Requests:  If employees would like to work overtime, they could use this feature to help 
manage their schedule.

• Absence Requests: Employees can request absences based on times they cannot work, based on  
their situation.

• Intraday Dynamic Scheduling (Calabrio WFM): Employees can take overtime or voluntary 
time off, based on guidelines set by the organization. Approved requests will automatically 
get incorporated into the schedule. Using this feature will help customers tap into additional 
functionality that some employees will have when working from home.

• Self-Scheduling (only available in Calabrio Teleopti WFM): Provides agents the ability to move 
their own lunches and breaks for today and six days forward. This empowers agents and reduces 
the need for manual changes by team leaders or administrators.
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Quality Management
MONITOR PERFORMANCE AND KEEP 
EMPLOYEES ENGAGED WHEREVER 
THEY RESIDE
Quality Management is an important tool to help 

monitor agent and call performance regardless of 

where agents reside. It can also help keep remote 

employees engaged, motivated, trained and on task.  

Below are some tools within Quality Management 

we encourage you to use with supervisor and agents 

working from home:

• Gamification: Can be leveraged for friendly 
competition among remote workers or with 
on-site counterparts.

• Post-call surveys: Assess call and agent 
quality and get customer-specific input on 
key/current situation and topics.

• Evaluations:

 — Can be customized to include 
questions specific to remote workers, 
allowing easy comparisons over time 
between remote and on-site workers.

 — Setup your forms to provide agents 
with a feedback loop, allowing them  
to review and respond to evaluations 
and giving them a voice in the 
evaluation process. 
 
 

• Dashboards and Reports: Create 
dashboards and reports in Data Explorer 
for supervisors and agents, showing how 
agents are performing over time, especially 
if they’re transitioning to a work from home 
environment.

• Contact Goals: Keep evaluators assigned 
to specific tasks and focused on the most 
relevant calls.

• Contact Queue: Keep agents engaged and 
trained by assigning them calls to review. 
For example, assign calls that provide good 
examples of handling anxious or frustrated 
customers. You can setup notifications to 
alert when tasks are complete. 
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Analytics 

Listening to customer calls right now to find trends probably sounds 

overwhelming. Are you curious how your agents are handling being at 

home? Are you wondering how your customers are reacting? Analytics 

can take away some of that burden.

• Sentiment Analysis Dashboard: This is a pre-build dashboard to 
help give a score of positive, negative, neutral, positive score to 
100% of your call interactions coming into the contact center. 
This information also displayed within the media player, so you 
can quickly spot statements within a call by sentiment. 

• NPS

• Evaluation Scores
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Homepage 
Dashboards And 
Data Explorer

Data Explorer powers your Calabrio ONE homepage dashboards as well 

your custom reporting dashboards. This means that you can combine highly 

customizable widgets and reports—along with webpages, text, and images—into 

a single dashboard.  Data Explorer helps slice and dice data from across the 

Calabrio ONE suite, providing insights on the contact center performance and 

how your agents are doing at home. 

• Agent Performance Dashboard: A dashboard designed with their KPIs 
in a color-coded visualization. This gives agents the ability to see how 
they are performing at a quick glance, while managers can keep an eye on 
agents themselves. From these metrics, a manager could quickly decide to 
engage with an agent if they have challenges working from home. 

• Contact Center Metrics: Have a pulse on metrics that are important 
to your contact center in one spot, with the ability to quickly filter by 
different parameters such as team, location or agent. 

Don’t have Data Explorer? We launched it in our v10 release. To learn more 

about enabling the technology, check out this document for a step-by-step guide. 

https://success.calabrio.com/s/article/v11-Homepage-Dashboard?r=13&ui-

force-components-controllers-recordGlobalValueProvider.RecordGvp.

getRecord=1

Getting started with dashboards? 

• Data Explorer Drill-Through Dashboard Quick Start Guide

• Sample Home Page for a QM Supervisor Quick Start Guide

https://success.calabrio.com/s/article/v11-Homepage-Dashboard?r=13&ui-force-components-controllers-recordGlobalValueProvider.RecordGvp.getRecord=1
https://success.calabrio.com/s/article/v11-Homepage-Dashboard?r=13&ui-force-components-controllers-recordGlobalValueProvider.RecordGvp.getRecord=1
https://success.calabrio.com/s/article/v11-Homepage-Dashboard?r=13&ui-force-components-controllers-recordGlobalValueProvider.RecordGvp.getRecord=1
https://success.calabrio.com/sfc/servlet.shepherd/version/download/0684P00000AE4BX
https://success.calabrio.com/sfc/servlet.shepherd/version/download/0684P00000AE4Ay
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GENERAL BEST PRACTICES, 
TIPS AND TRICKS 
Below are some best practices, tips and tricks for enabling remote workers. We’d 

love your feedback and ideas.

STAYING COMPLIANT
• For your industry or location, are there specific requirements for remote 

workers? These resources show how Calabrio can help with HIPAA, GDPR, 
PCI or CCPA. 

KEEPING YOUR AGENTS ENGAGED
• Foster a community and collaboration—out of sight can mean out of mind. 

Use technologies such as WebEx, Lync or FaceTime for “face-to-face” 
meetings to provide coaching and feedback. This is a great way to establish 
rapport and trust with employees.

• Monthly 1-on-1 with agents: This is a good practice regardless where the 
agent sits, but it’s even more important when agents are remote. Use video 
conferencing as mentioned above whenever possible.

• Weekly meeting and updates:

 — Provide a weekly corporate update where all employees log-in

 — Meet weekly with peer/veteran coaches

• Team building events: When appropriate, consider monthly or quarterly 
on-site team building events where all agents and supervisors in the region 
communicate together.

https://www.calabrio.com/contact-center-compliance/
https://www.calabrio.com/resource-center/white-papers-reports/dl-calabrio-guide-nav-gdpr-ccpa/
https://www.calabrio.com/resource-center/collateral/dl-pci-compliance-with-calabrio-one/
https://www.calabrio.com/resource-center/white-papers-reports/dl-calabrio-guide-nav-gdpr-ccpa/
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