
GOVERNING FUTURE OF WORK Q&A

What changes made during the 
pandemic are now the norm for 
contact centers?
Contact center managers feared the shift 
to remote work during the pandemic would 
be too difficult. In some cases it was a 
painful change, but it also opened new 
opportunities that weren’t available before, 
especially for agents.

For many reasons, I don’t see contact 
centers returning to full on-site operation 
again. Working from home raised agent 
satisfaction and decreased attrition. 
Agents appreciate the flexibility and see 
more meaning in their contribution to 
government service delivery.

How can employees deliver a quality 
experience as they serve continuing 
high call volumes?
As average wait times increased during call 
surges, contact centers leveraged multiple 
communication channels to deliver a 
quality caller experience. Yet even with the 
demands of the pandemic response, agent 
empathy levels for callers have gone up and 
will continue to remain high. A government 
can sustain this experience by looking 
for more online and automated tools as 
alternatives for routine calls.

How can technology help agents  
gain needed skills and work 
productively from home? How can 
it help managers train and lead 
effectively?
Remote work means managers can no 
longer provide the traditional in-person and 
on-the-spot agent coaching. Yet workforce 
engagement and analytics solutions provide 

more insight about agent activity than can 
be gained by walking around a physical 
contact center.

It’s also important to understand that 
best practices and performance metrics 
may need to change to reflect remote 
work. Agent coaching may involve more 
use of gamification to motivate learning 
and improvement, or data that shows 
agents how their performance impacts the 
agency’s mission.

What factors will be important to 
retain experienced agents?
Agent performance metrics, manager 
observations and tools that detect caller 
sentiment can help identify agents who 
excel with certain topics or types of calls. 
Managers can route more of those calls 
to those agents, increasing both caller and 
agent satisfaction.

Looking ahead, what will the work 
model look like for contact centers? 
What will this model mean for agent 
work and recruiting?
I expect many contact centers will operate 
in a hybrid model where agents work 
part-time remotely and part-time in the 
office. Supporting this model requires a 
good forecasting capability to identify ebbs 
and flows in the staffing levels needed to 
deliver a good citizen experience. These 
forecasts also support scheduling flexibility 
for agents, including the ability to bid on 
shifts and trade them with coworkers. For 
the agency, a hybrid model expands the 
potential recruitment area for agents; it 
can now reach across an entire region  
or state.
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