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Agenda

� The Business of Today’s Contact Centers

� New Thinking to Meet the Challenges

� Home Office Possibilities
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� Back Office Opportunities

� Q & A
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Customer Dynamics
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Business goals haven’t changed
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The Cost of Doing Business in a Contact Center

� Office space for the average worker runs 
approximately $10K per employee, per year

� It is estimated that businesses lose $789 in 
payroll per employee, per year because of 
unplanned time off. 
� Employers with as few as 20 employees lose 

nearly $16,000 per year
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nearly $16,000 per year
� Employers with more than 2,000 workers suffer 

losses in excess of $1.5 million
� Note: These figures do not account for 

costs associated with lost productivity 
or for overtime paid to other workers to 
pick up the slack

The potential US employer annual savings through te lework from reduced absenteeism,
recruiting costs, and from increased productivity c ould be as high as $441 billion.
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Virtual Agents – The New Contact Center “Secret Weapo n”



A Few Things to Consider…

� The number of at-home based agents is expected to grow from 112,000 
in 2006 to approximately 300,000 by 2010 (International Data Corp ) 

� 75% and greater at-home agents have at least some college compared to 
the national average of 34% for in-house agents (West)
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� Of 1,400 CFOs surveyed, 46% estimated that telecommuting is second 
only to salary as the best way to attract top talent (Robert Half International ) 

� The pay scale for at-home agents is generally 5% to 15% lower than in-
house agents (Forrester Research )



Benefits for the Agent

� Eliminating high transportation costs 
� Car insurance, maintenance…GAS!

� Adding more time to your day by eliminating your commute to work
� A 40 minute commute equates to 8 work-weeks per year spent in traffic 

� Having the flexibility for greater work-life balance
� Quality time with friends, family and more “me” time
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� Enjoying life without a dress code 
� Fuzzy slippers- optional



There may be lots of other rewards for working at h ome ……
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Benefits for the Contact Center

� Strengthens existing disaster recovery plans
� Natural disasters, terrorist attacks, pandemic outbreaks

� Can significantly reduce facility-related costs
� Or…virtually eliminate them

� Lower absenteeism, greater scheduling efficiency, reduced turnover
� All contribute to bottom-line savings
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� All contribute to bottom-line savings

� Enables hiring managers to be more selective 
� Provides a broader pool of better qualified, more experienced agents



Benefits for the Environment

Number of At-Home Agents 300

Average Round Trip Commute 30 Miles

Yearly Reduction in Miles Traveled 3,285,000 Miles

Yearly Reduction in Air Pollution 2,793,258 Pounds

Yearly Reduction in Greenhouse Gases 156,429 Gallons
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Right here - Right Now in Northern California 

� “Comcast   reshuffles  customer service” reports the Contra Costa Times on 
Wednesday April   14, 2010 

� “Cable TV provider closing Concord call center, moves to home-based 
agents” 

� “Hundreds of Comcast customer service reps based in the Bay Area already 
work from home”

������������	�

work from home”
� “Comcast has shifted those employees into work-at-home situations at a 

rapid pace”

� “Working from home is a great benefit for our employees.  They have a 
reduced commute cost and a better job-life balance” ,said Andrew Johnson; 
Comcast Bay Area spokesman

� “This is a way for the cable TV companies to become more efficient”, said Scott 
Sleek of Pike & Fischer; a market research firm based in Silver Springs MD



Real Companies- Real ROI Results

British Telecom
• Attributes a 31% increase in productivity among its 9,000 at-home 

workers to lack of disruptions, stress and commuting time

AT&T
• Found that two-thirds of workers offered jobs by competitors decided to 

stay citing the ability to work from home as a major factor in their decision

������������	�

J. D. Edwards
• Reported that at-home workers were 20 to 25% more productive than 

their in-office colleagues

Unisys
• Reduced office space by 90% resulting in an annual savings of over        

$1 million annually



Large US Healthcare Company  - Customer Case Study

3 Year Costs

Hardware
•Company supplied desktops

Software
•Citrix licensing

3 Year Savings (Reoccurring)

Real-Estate
•Closure of facilities

Office supplies/services
•Coffee, paper, lights, etc.
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Personnel
•Management & technical

TOTAL COSTS: $1.4 Million

Reduced labor rate
•Ability to hire in a lower market

TOTAL SAVINGS: $2.4 Million

NET SAVINGSNET SAVINGS
1 MILLION  DOLLARS!!!1 MILLION  DOLLARS!!!



How do we make this “Win-Win”  happen?
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� VoIP & multiskill contact routing technology
� e-Learning application
� Web-enabled recording

� 100% recording recommended with screen & data encryption 

� Quality Assurance application
Ensure all include 

At-Home Contact Center Equipment
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� Workforce Management
� RTA & Historical Adherence

� Performance Management

Ensure all include 
web-enabled agent 

interaction tools



At-Home Agent Equipment

� Many companies require at-home agents to furnish their own 
computers, dedicated phone-lines and internet access

� Common requirements include:
� DSL or Cable Modem (wireless must be disabled)
� Printer and Fax machine
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� Printer and Fax machine
� Dedicated Telephone Line with no special features
� Telephone with Hold, Flash and Headset functionality

(no cordless or wireless phones)
� 2 Headsets w/ Microphone: Telephone Headset 

and a VoIP Headset



At-Home Agent Recruiting
� Employees vs. Contractors

� The nature of your business will drive your decision

� Recruiting from Within
� Companies often begin by transitioning 

existing high-performing agents to an at-home model

� Proximity to the Contact Center
� Close proximity enables agents to periodically come 
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� Close proximity enables agents to periodically come 
to the office for training and meetings

� Requiring close proximity also results in a smaller labor pool 
and may not be necessary if reducing “brick & mortar” is a goal

� Agent Profile
� Mature, highly qualified individuals who may not have previously 

considered a contact center position are interested in legitimate jobs that 
enable them to work from home (rural, older, physically challenged)



At-Home Agent Training

� Most contact centers offer a 
combination of on-line, self-paced 
training with occasional instructor 
led webinars

� Some require on-site training for 
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new hire at-home workers

� Others require agents to be within 
a certain proximity to the contact 
center and host monthly/quarterly 
training sessions



At-Home Agent Scheduling

� Some contact centers schedule At-home 
agents no differently than in-office agents

� Others take full advantage of the flexibility 
often provided by At-home workers
� Split shifts
� Numerous short schedule “segments”
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� Overnights (with no differential)
� Seasonal and “peak” usage

� Be prepared to stretch the limits of your 
workforce management system

� Whatever the methodology, agent self-
service tools are no longer a “nice-to-
have”; they are a necessity



� Contact Centers are data-driven 
environments- everything, 
especially agent performance, can 
be monitored and measured  for 
the at home agent with the right 
systems in place (ACD’s, Quality 
Monitoring, Workforce Management 

At-Home Agent Monitoring & Managing
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Monitoring, Workforce Management 
and Performance Management)

� Instant messaging  and email are 
tools for keeping people connected

� On-going coaching can be done 
via webex or other meeting tools



NICE Customer Survey Results

Channel Expected Increase

Web-based Self Service 61%

E-mail 57%

IVR-based Self Service 49%

Telephone 45%

� 41% of customers 
surveyed expect 
their  total contact 
volumes to increase 
over the next 12 
months
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Chat 28%

Text Messaging 22%

Fax 12%

Walk-In Traffic 9%

��

months

� Most  surveyed feel 
that non-phone 
interactions will initially 
lead to more phone 
calls

Preparing for the Upturn – Research on Current Contact Canter Operational and Investment Practices, NICE Systems, October 2009



Remember When?

� 800 Numbers were a cool, new way 
for customers to reach us

� IVR’s were a neat way to divert calls 
and allow customers to self-serve?

� “You’ve Got Mail”
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� “You’ve Got Mail”

� IVR’s became voice-activated and 
self-serve (“Simon Says”)

� We thought we were avoiding calls 
by directing customers to the web!



Customer Interactions Continue to Expand and Evolve

Customers have busy lives 
• They expect doing business 

with us to be quick and easy
• They want choices about 

how to do it

� “Please feel free to contact us 
24 hours a day. You can e-mail
us by clicking the attached 
link.” 

� “You can renew your 
prescription on-line”

� “Please fill out the form below 
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� “Please fill out the form below 
and a representative will 
address your inquiry as quickly 
as possible.” 

� “You can file your claim on-
line”

This is not your mother’s call center!



What happens behind the scenes really matters

� Corporate profits and customer service are directly impacted by back 
office work

� Consistent and timely processing of incoming customer items will contribute 
to the bottom line

� Efficient handling of back office work is critical to first contact resolution and 
customer satisfaction
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customer satisfaction

� Prioritization of front & back office work is critical

� Each contact channel can impact the overall customer experience

� Front & back office work must be balanced

� Overtime cost is often due to an incorrect balance of resources and 
workload

� Agent performance is no less important in the back office



� Varying workloads, staff availability & skills

� Need to accurately forecast need for agent 
resources

� Need for tools to manage the day & 
ensure business objectives are met

Back Office – Similar to front office in many  ways
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ensure business objectives are met

� Need for greater insight into agent & 
operational performance

� Need to accomplish work more effectively, 
more efficiently & at a lower cost



� Service Level objectives are not the same 
for immediate & delayed response 
contacts

� Some metrics used in the front office are 
not the same in back office operations 
(AHT, Occupancy, Abandons)

…but  different
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(AHT, Occupancy, Abandons)

� Agents who are excellent at handling calls 
may not be so adept at email & chat

� Automatically collecting historical call data 
in the front office is easy; collecting 
historical back office data can be a 
challenge (AHT, contacts received, 
contacts handled, need to track backlog)



Proven WFM Systems & Processes Still  Apply

� Extend front office WFM 
efficiencies to your entire 
operation
� Back office processing & 

fulfillment

� FAX and e-mail interactions

Accurately 
Forecast & Plan

Efficiently Analyze 
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� FAX and e-mail interactions

� Retail & branch offices

� Chat & e-mail correspondence

Efficiently 
Schedule Agents & 

Activities

Effectively Manage 
to Ensure Results

Analyze 
Performance to 

Drive Improvement

Workforce Management is Basically Workforce Management



Your Organization May Also Have a “Middle Office”

� The middle office is comprised of employees that do both front 
and back office work for a work item.  
� For example, technical support contact center agents handle phone 

calls, but also do back office work by logging into customer systems 
to troubleshoot issues and enter data into CRM systems.

� Depending on how your middle office agents work, you could 
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� Depending on how your middle office agents work, you could 
track all of their time through ACD information, through activity on 
their desktop or by using both streams of data

� When we have front , middle and back office operations, we need 
robust  scheduling methodologies for:
� Blended agents
� Dedicated agents  
� Task switching agents



Work Handling and Scheduling Option Examples

Dedicated Agents or Block Scheduling

8am. . . . . . . . . . . . . Lunch . . . . . . . . .. . .5pm
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Blended Skill Based Scheduling

�������������������������������	
������������������ �������������

+���� + ++



You still need skill forecasting and scheduling!

� More than ever, you need to be able to simulate your call routing 
environment to forecast and schedule multi-channel work

� Ability to prioritize and queue emails, tickets and faxes as well as 
calls

� Schedule the right agents with the right skills
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in the right place at the right time

� Skill scheduling results will also provide insight

� When to schedule blocks of time to handle special work

� Where you need to cross train

� How each ‘skill’ within that contact center is performing



Look for these Workforce Management System Capabili ties
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Build Accurate 
forecasts based 

upon unique 
service level goals 

for immediate & 
delayed response 

contacts

Create Efficient 
schedules based 
upon agent skills, 
work preferences 
and multi channel 
contact delivery 

methods

Utilize Tools that 
provide multi 
dimensional 
visibility into 

volumes, backlog, 
staffing levels & 

performance 
results



Research Credits

� CRM Buyer Website, “ANALYSIS The Year of the Customer: Balancing 
Service and Efficiency” http://www.crmbuyer.com/story/69300.html

� International Customer Management Institute, “Maintaining Perspective in 
a Multi Channel Call Environment Part 1,” 
http://www.icmi.com/icmi.aspx?c=157

� International Customer Management Institute, “Maintaining Perspective in 
a Multi Channel Call Environment Part 2,” 
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a Multi Channel Call Environment Part 2,” 
http://www.icmi.com/icmi.aspx?c=157

� The Content Corner, “Why Chat Software increased our business by 300 
percent” Mark Kemp, http://www.thecontentcorner.com/Article/Why-Chat-
Software-increased-our-business-by-300-percent/343235

� Inc Technology, “Texting on the Company Tech” 
http://technology.inc.com/telecom/articles/200812/texting.html

� Telework Coalition, Enabling Virtual, Mobile, and Distributed Work through 
Research, Education, Technology, and Legislation
http://www.telcoa.org



Q & A

Think outside the boxThink 
outside 
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outside 
the box

Thank you!

If you would like a copy of  this presentation, please email wolf@iex.com


