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GATHERING QUESTIONS/ 
ANSWERS AND LESSONS  
LEARNED ALONG THE WAY
It’s safe to say that no one anticipated how much our lives 

would change in a matter of weeks. The threat of COVID-19 

has forced organizations to rapidly shift toward a work-

from-home model, and no one quite knows how long this 

shift will last.

In late March, we hosted an open webinar on WFH 

strategies for contact centers, hoping to understand the 

concerns and fears that are on everyone’s minds. We fielded 

dozens of questions from attendees, and this resource is 

intended to address those concerns.

We have found there are several steps contact centers can 

take to adapt quickly and effectively. This resource will be 

updated as new questions arise.
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TECHNICAL QUESTIONS
Q: This is all new to me. What software and equipment do my agents need when working 

from home?

A: To start, they will need a workstation and a solid Internet connection. Laptops are preferred for flexibility, but desktops 

work as well. They will also need a headset and a webcam if their computer doesn’t have one embedded. This is a great 

opportunity to engage your managed services team for additional ideas.

Q: What type of headset should I recommended for my WFH agents?

A: Use wired headsets that connect either through USB, 3.5mm audio hack or standard red/white RCA cable. Avoid 

wireless or Bluetooth headsets if possible; any interference from an agent’s home devices could lead to dropped calls. 

Wired devices make things much easier from a support perspective.

Q: What type of webcam should I recommend for my WFH agents?

A: Most standard webcams will work, including those built into laptop frames. For agents using desktops, seek out a 

webcam that can clip onto the top of their monitor. While many standard webcams capture audio, avoid using them as 

the only audio output. You’ll want agents to have clear communication with customers.

Q:  Should my agents use their in-home Wi-Fi network when working at home?

A: If possible, have agents hard-wire their computers with an Ethernet cable to their home routers. Wireless connections 

may experience interference if other nearby users are taking up bandwidth. With so many people working from home, 

reliability from wired connections is crucial.

Q: I have an on-premise phone system. How can I make it work with my WFH agents?

A: There are certainly more backend technical issues when adapting an on-premise system to remote work. You may need 

to reach out to IT developers and cloud hosting providers for some immediate aid.
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STAFFING QUESTIONS
Q: Do WFH contact centers require higher staffing due to lost productivity of associates?

A: It actually might be the opposite. You get more flexibility at home with micro-shifts. You don’t have that mid-day hump 

of overlap with day/night shifts, and you can spread things out better. You should see more efficiency in schedules. Also, 

take the lack of daily commutes into account. If your agents don’t need to spend 45 minutes in traffic each day, that’s 

more time available for work.

Q: How quickly should I react to changing metrics to better manage staff? Call volume 
changes, AHT changes? How proactive do I increase shrinkage during a pandemic?

A: In the short-term, don’t worry too much about adjusting the standards for average handle time, talk time or after call 

time. However, stay tuned into the data, keep an eye on schedule adherence, and expect initial fluctuations.

Q: How do I approach real time adherence monitoring with staff that work from home, while 
ensuring we still deliver a realistic RTA goal?

A: Monitor real time adherence closely. If it gets noisy, adjust your alarms to only alarm on what’s important for  

your business.

Q:  How can I best manage sick leave claims if more employees develop symptoms?

A: Allow agents to submit an absence request without validation (call out absence). Build CRA SQL reports to understand 

what regions report more call out absences than others. To compensate for high absence, allow for more overtime. 

Consider loosening up internal policies around overtime, but make sure you’re not breaking any labor laws. Use auto 

approving overtime requests to be more flexible, no need for supervisors to manually review and approve!

Q: How should I manage shrinkage in the near-term?

A: As agents transition to remote work, they are likely to have technical issue. Add a higher shrinkage to your forecast  

to compensate.
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SECURITY QUESTIONS
Q: How can I ensure data privacy and GDPR/CCPA issues by working from home?

A: Compliance with data privacy laws doesn’t stop when agents work from home. Using a compliant service provider, 

either on-premise or in the cloud, will help maintain customer data protection. You can also update internal policies to 

ensure employee information is anonymized at the time of entry.

Q: Which employees need to be on a VPN, and which can function without connecting 
directly to my network?

A: Calabrio ONE  

For Calabrio ONE Cloud customers, there should be no changes required for an employee to access Calabrio ONE 

when moving from the office to remote. 

 

For on-premises deployments of Calabrio ONE, the specific recommendations and requirements for remote agent 

connectivity to Calabrio ONE will vary by customer. Connectivity requirements are dependent on the recording type 

and the customers technology components. Customers are encouraged to contact Calabrio Support with questions 

specific to their implementation. 

 

Calabrio Teleopti WFM 

Calabrio Teleopti WFM customers who are using our cloud offering, VPN access is generally not needed to  

connect, but may be required in special circumstances. Again, it is recommended you discuss with your local IT for  

any considerations.   

 

Calabrio Teleopti WFM customers who are using On-Premise version of our software, connecting to the VPN is needed 

for certain roles.  Anyone who needs to access the Calabrio Teleopti WFM on-premise software will likely require VPN 

access, but it is important to talk to your local IT group for clarification. 

Q: What are the minimum security measures taken for employees who start working at home 
for the first time?

A: At the very least, agents must have workstations with updated security patches, and antivirus programs applied. Make 

sure agents restrict workstation usage to themselves only, limit any personal activity, and enforce reasonable time-outs 

for sensitive programs. Software-as-a-service programs would also help alleviate some of these manual actions.
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COMMUNICATION QUESTIONS
Q: What are some best practices in coaching agents in this remote environment?

A: Make sure you communicate. If you held huddles in person, maintain them if you can. Some people adjust faster than 

others. It’s okay to feel uncertain about this whole process. That team feeling is not going to go away. Also, make sure 

your agent calendars are up to date. You can’t just ask something across the room.

Q: How can I maintain employee engagement? Should I step back a bit from adherence and 
focus more on quality in the interactions?

A: Utilize group chat tools, like WebEx, Skype or Microsoft Teams, throughout the day. In the office, you used to be able to 

turn around and talk to the whole team. Now you must leverage these tools for distance communication.

Q: With parents and kids now being home, what advise do you have for supervisors to advise 
their agents when managing calls and still a household?

A: This is a time to be flexible. Using your workforce tools, like calendars, to manage schedules. If agents need to tend to 

family or home issues, build it into their schedule. You might have to give a little bit, but agents have more flexibility. 

Remove the stigma of kids, dogs and doorbells in the background. We’re all dealing with this together.

Q: How often should I check in on my agents?

A: Necessity is the mother of invention. Any sort of creative scheduling is mandatory, because people aren’t working 9-to5 

right now. Throw your current policy out the window and figure out what works best.
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ANALYTICS QUESTIONS
Q: Should QA sample size go up because of remote agents? Do I need to change  

my scorecard?

A: We’d recommend not changing the scorecard yet. We don’t know how long this will last, or if the effort into changing 

the scorecard will make it worthwhile. You’re resetting expectations with employees. Stay the course.

Q: What importance should I put on reporting and data in this work at home situation? Does it 
need to increase as people get used to the new normal to stay focused?

A: Understand that metrics will fluctuate in the near-term. What works in the office doesn’t necessarily work from home. 

Talk time might be longer, metrics might shift. Look for trends in the next few days.

Q: When listening to recorded calls in Calabrio, are there certain words or phrases I should be 
looking for in my analytics to understand client perception of remote survey support?

A: We have collected a list of suggested phrases and words to track in the near future, currently available for customers 

within our Customer Success Center. In general, look for phrases that mention cancellations, the virus itself, or its 

symptoms, and technological issues regarding system slowdowns or lock outs.

mailto:https://success.calabrio.com/s/article/COVID-19-Dashboards-Phrases?subject=
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ABOUT CALABRIO
Calabrio is the customer experience intelligence company that empowers organizations to  

enrich human interactions. Through AI-driven analytics, Calabrio uncovers customer behavior and 

sentiment, and derives compelling insights from the contact center. Organizations choose Calabrio 

for its ability to understand customer needs and the overall experience it provides, from 

implementation to ongoing support.

Find more at calabrio.com.

http://www.calabrio.com
mailto:https://www.calabrio.com/?subject=

